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Introduction Overview

Introduction

Overview

INDeX Contact Centre provides the user with the necessary tools to facilitate the
management of call traffic. The diagram shows the concept of this contact centre:

INDeX Telephone System

INDeX Access Manager

INDeX Delta Server

‘ INDeX Taskbar l
‘ INDeX Call Centre Viewl [INDeX Wallboard ] ‘ INDeX Report Managerl
Manager

This contact centre consists of the following components:

e INDeX Telephone System: The telephone system must be an INDeX system
with Level 8 software.

o INDeX Access Manager: This is the only component connected to the INDeX
Telephone System (using a serial cable) by the means of a bi-directional CTI
link. The Access manager is responsible for obtaining all the relevant
information from the INDeX Telephone System.

e INDeX Delta Server: This component connects to the Access Manager.

o INDeX Taskbar: This component communicates with Delta Server to provide
User Access Level as well as Password Protection for the CCM modules.

e |NDeX Call Centre View: This component communicates with Delta Server to
enable the user to monitor, in real time, selected contact centre activity.

o INDeX Wallboard Manager: This component communicates with the Delta
Server enabling the user to display selected contact centre activity on a
wallboard device.

o INDeX Report Manager: This component comprises of 2 components (INDeX
Report Server and INDeX Report Client). INDeX Report Server communicates
with the Delta Server to enable you to obtain and schedule the available
standard reports.

o INDeX Networked Administration: This component communicates with the
Access Manager enabling you to change the INDeX Telephone System's
configuration.

INDeX Contact Centre Modules Page 3
Installation & Maintenance 38HBKO00001SCM - Issue 11 (05/01)




Introduction Overview

This document describes the equipment (including Software) required and the
procedures to be followed to install the INDeX Contact Centre Manager modules on
a customer's site.

"INDeX Installation and Maintenance Manual" covers the installation of the
INDeX Telephone System.

INDeX Contact Centre Modules Page 4
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Introduction System Specification

System Specification
There are three types of INDeX CCM Server hardware platform, the choice is
determined by issues such as number of agents, call traffic levels, number of
supervisors (Clients) and the retention period for historic data. These Server PC

options are:

Option 1 CCM SPC - 5: Supports up to 5 Clients
Option 2 CCM SPC - 10: Supports up to 10 Clients
Option 3 CCM SPC - 20: Supports up to 20 Clients

The Operating System on Server PCs is Windows NT Server 4.0.
The Operating System of the Client PCs can be either Windows NT Workstation 4.0
or Windows 95/98/2000.

Computer Systems
Each Server PC and Client PC must meet the minimum requirements as detailed in
this section.

e Option 1 Server PC (SPC5): (Supporting Max 5 Clients):
- Pentium 11 400MHz or higher, with 1 x 10GByte hard disk
- Minimum 128MBytes of RAM

e Option 2 Server PC (SPC10): : (Supporting Max 10 Clients):
- Pentium 11 400 MHz or higher, with 1x30 GByte hard disk
- Minimum 256 Mbytes of RAM
- Backup Device (Optional)

e Option 3 Server PC (SPC20): (Supporting Max 20 Clients):
- Pentium 11 400 MHz or higher, with 1x60 GByte hard disk
- Minimum 256 Mbytes of RAM
- Backup Device (Optional)

e Client PC:

- Pentium Il 133MHz or higher, with >1GByte hard disk

- Minimum 64Mbytes of RAM

Monitor: 15" (or optional 17") SVGA supporting 800x600

Keyboard: Win NT/95/98/2000 Compatible

Floppy Disk Drive A: 3.5 1.44 Mb high density

CD ROM Drive

Backup Device: On Stream 30GB Digital Drive

Modem (Optional for Remote Access Use)

Expansion Cards

e Wallboard Comms Card: Advantech PC-LabCard (Model PCI - 1601A)
o Network Card: 3Com EtherLink 10/100Mbps PCI Combo (Model No: 3C905B-
COMBO)

INDeX Contact Centre Modules Page 5
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Introduction System Specification

System Software

Windows NT Server: Version 4.0, Media: CD ROM

Windows NT Workstation: Version: 4.0, Media: CD ROM

Windows 95: Version: Latest, Media: CD ROM

Windows 98: Version: Latest, Media: CD ROM

Windows 2000: Version: Latest, Media: CD ROM

INDeX Application CD: Latest Version, Media: CD ROM, incorporating all

related INDeX CCM applications

o INDeX Application Service Pack CD: Latest Version, Media: CD ROM,

incorporating:

- Windows NT Server folder (containing Service Packs, ODBC Drivers and
SQL 7 Service Pack)

- Windows NT Workstation folder (containing Service Packs ,ODBC Drivers)

o INDeX Report Manager Database CD: Latest Version, Media: CD,
incorporating:
- Microsoft SQL Server 7.0

Connecting the INDeX CCM Server

The instructions below assume that you are using cables plus line drivers supplied
by Avaya. You may also require additional serial cable for long cable distances.

1. Connect one end of the CABCON-9-25 cable to a free port on the INDeX control
cabinet (the cabinet containing the CPU Cassette).

- You can use any of the 4 serial sockets on the cabinet. Avoid using the first
(front) socket if possible, as this is required for some INDeX Telephone
System maintenance tasks.

2. The diagram below shows the remaining connections.
— Note the DTE and DCE settings of the line drivers.

- You must connect CABWOC to serial port COM2 of the PC. If this is not a
9-pin port, you need a 9-pin male to 25-pin female serial converter.

- If the cable distances are short, you may connect CABWOC directly to

CABCON-9-25.

INDex
9-Pin—rc3
hala

9-Pin 25-Pin Additional 25-Pin
Femnale Msile Serial Cable Female
| | |
CCM |]—|][ DCE DTE ]ﬂ—/
T | |
CABWOC Line Driver Line Driver CABCOMN-9-25
Setial Cable  (Female] (Wale) Serial Cable

Note
The Comms Port default settings on the Access Manager is Port 2. If you use a different
Commes Port, you must also change the Access Manager Comms Port Settings.

INDeX Contact Centre Modules Page 6
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Introduction

System Specification

Wallboard Devices

INDeX Wallboard 22

Specification

Voltage 220/240V AC OR 110V AC
(Check label on rear of wallboard)

Wattage 108W

Cold Start Inrush Current 30A for up to 6ms

Baud Rate 9600 only

Input RS 485

Weight 6 kg

Dimensions L 1097 x D 75 x H 198 mm

Installation power distribution circuit rating to be greater than 6 amp, any circuit
breakers must be capable of handling the cold start inrush current without tripping.

For details of INDeX Wallboard 22 Installation see "INDeX Wallboard 22" on page

95.

INDeX Wallboard 10

Specification

Voltage Check label on rear of wallboard
Wattage 35W

Cold Start Inrush Current 30A for up to 6ms

Baud Rate 9600 only

Input RS 485

Weight 4 kg

Dimensions L 469 xD 75 x H 123 mm

Installation power distribution circuit rating to be greater than 6 amp, any circuit
breakers must be capable of handling the cold start inrush current without tripping.

For details of INDeX Wallboard 10 Installation see "INDeX Wallboard 10" on page

102.

INDeX Contact Centre Modules
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Introduction

System Specification

LAN Utilisation

The following results should be interpreted for each customer Network. Use this

only as a guideline.

The network of 1 Server and 9 Clients was defined as follows:

10 Base-T Ethernet: max. capacity (i.e. 100%) = 1220Kbytes/sec

= 9.76Mbits/sec

The LAN was made up of three 8-port Hubs up-linked together.

INDeX Call Centre View Individual Start-Up Results

No. of Clients Average Utilisation Peak Utilisation
(No Activity)
1 0.5% 5%
2 0.7% 12%
3 1.2% 18%
4 1.5% 24%
5 1.7% 30%
6 2.0% 32%
7 2.3% 36%
8 2.7% 40%
9 3.0% 45%

From the results the following was concluded:

— Peak approx.: 4 to 6% greater as each client is logged on.

— Utilisation peaks at approx.: 63% if all statistics are reset with 9 clients logged
on running INDeX Call Centre View and INDeX Wallboard Client.

- Log-off peak: 0.5%.

Call Loading/Utilisation Results

Duration Call Load No. of Agents Average Peak Utilisation
Calls/hour Utilisation
15 min 10200 70 30% 45%
15 min 8500 70 30% 42%
15 min 6200 70 22% 38%
15 min 4500 70 20% 34%
INDeX Contact Centre Modules Page 8
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Introduction

Limitations

Limitations

15 Agent Systems and below

The INDeX Contact Centre Manager comprises a suite of tightly integrated Contact
Centre Modules installed on an INDeX CCM Server PC platform running Windows
NT4. The INDeX Contact Centre Manager may be installed either with or without an
INDeX Voice Manager. When installed without the INDeX Voice Manager, the
INDeX Contact Centre Manager may be connected directly to one of the INDeX
RS232 ports. Where INDeX Voice Manager is present, the INDeX Contact Centre
Manager is connected via the LAN to the INDeX CT Server Cassette. The following
lists the Contact Centre modules included within the INDeX Contact Centre
Manager which are designed to run concurrently on the INDeX CCM Server PC: -

CCM Server PC

INDeX Call Centre View.

INDeX Wallboard Server.

INDeX Report Server and Client.

INDeX Report Designer (optional).

INDeX Taskbar.

INDeX Networked Administrator.

INDeX Voice Processing Administration (if INDeX Voice Manager is present).

The following diagram shows the INDeX Contact Centre Manager connectivity, for
systems of 15 agents and below, supplied on a standalone PC from Avaya without
an INDeX Voice Manager.

INDeX Contact Centre Modules Page 9
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Introduction Limitations

The following diagram shows the INDeX Contact Centre Manager connectivity, for
systems of 15 agents and below, where an INDeX Voice Manager is present.

INDeX Contact Centre Modules Page 10
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Introduction Limitations

Systems above 15 Agents
Due to the traffic demands of Contact Centre's above 15 agents, the Report Server
and Wallboard Server must reside on a dedicated PC. The product is offered as a
complete solution supplied on 2 PC’s, capable of being installed on the customer’s
existing LAN. Server Applications require Windows NT4 PC’s, however Client
applications are supported on Windows 95/98/2000 in addition to Windows NT4
Workstation.

The INDeX Contact Centre Manager supports the following concurrent supervisor
positions:

CCM SPC5: 5 Supervisor (client) Positions

CCM SPC10: 10 Supervisor (client) Positions

CCM SPC20: 20 Supervisor (client) Positions

The INDeX Contact Centre Manager may be installed either with or without an
INDeX Voice Manager. When installed without an INDeX Voice Manager the
INDeX CCM Server PC is connected directly to one of the INDeX RS232 ports.

Where an INDeX Voice Manager is present, the INDeX CCM Server PC running the
server applications is connected via the LAN to the INDeX CT Server Cassette. The
other applications run on the supervisors Desktop on either an Avaya supplied CCM
Client PC, or an existing Windows 95/98/2000 or Windows NT4 Workstation PC.

The following details where the applications reside:
INDeX CCM Client PC

INDeX Call Centre View

INDeX Wallboard Client

INDeX Report Client

INDeX Report Designer (Optional)

INDeX Taskbar

INDeX Voice Processing applications (if INDeX Voice Manager is present)

INDeX CCM Server PC

INDeX Report Server

INDeX Wallboard Server

INDeX Networked Administration
INDeX Call Centre View

INDeX Taskbar

INDeX Contact Centre Modules Page 11
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Introduction Limitations

The diagram below shows the INDeX Contact Centre Manager without an INDeX
Voice Manager being installed.
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Introduction Limitations

The diagram below shows the INDeX Contact Centre Manager where an INDeX
Voice Manager is present.

INDeX Contact Centre Modules Page 13
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PC Configuration Overview

PC Configuration

Overview

The INDeX CCM Server PC requires a 2 GB partition for the software applications.
The remaining of the hard drive is used for the INDeX Archiver database. During
the Windows NT 4.0 installation, ensure the 2 GB partition is formatted as FAT.

This section details the PC configurations as follows:
1. Server PC (SPC20) configuration using Windows NT 4.0 Server — (Supporting
Max 20 Clients). See page 15.

2. Server PC (SPC5/10) configuration using Windows NT 4.0 Server — (Supporting
5 or 10 Clients respectively). See page 37.

3. Client PC configuration using Windows NT 4.0 Workstation. See page 39.
4. Client PC configuration using Windows 98. See page 43.

INDeX Contact Centre Modules Page 14
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PC Configuration

Server PC — SPC20 (Max 20 Clients)

Server PC - SPC20 (Max 20 Clients)

This section details the following procedures required to prepare the Server PC
(supporting Max of 20 Clients) to install INDeX CCM applications.

Install Windows NT Server 4.0 .

Install Service Pack 6a.

Create NTFS Partition using Disk Administrator (different for SPC5 and SPC10).
Install Display Adapter.

Install EtherLink PCI Network Interface Card.
TCP/IP Networking Setup.

Install ADR OnStream Tape Drive.

Install Advantech PCI Wallboard Comms Card.
Install Microsoft SQL Server 7.0.

Install ODBC (Open Database Connectivity).
Windows NT Server Modifications.

The same procedure is required when configuring INDeX CCM SPC5 and SPC10
Server PCs with the exception of the Disk Administrator (NTFS partition), as
detailed in “Server PC Setup — SPC5/10” on page 37.

Install Windows NT Server 4.0

1.

No ok o

9.

10.

11

14.
15.

16.

19.
20.
21.

Insert Windows NT Server CD-ROM and Windows NT Setup Disk 1 and reboot
the PC.

When prompted, insert Windows NT Setup Disk 2 and press Enter.

Press Enter "To setup Windows NT now".

Press Enter to attempt to detect Mass Storage Devices in your PC.

When prompted, insert Windows NT Setup Disk 3 and press Enter to continue.
Press Enter to confirm that there is only one CD ROM storage device.

Press Page Down until you reach the end of the Licensing Agreement text and
then press F8 to agree.

With the Keyboard Layout: US highlighted, press Enter and then select United
Kingdom, to change the Keyboard Layout from US to United Kingdom.

With "The above list matches my computer" highlighted, press Enter.

You may have to delete the existing partitions before you are able to create the
2000 MB partition on the C: drive.

. With "Create partition of size (in MB): 2000" highlighted, press Enter.
12.
13.

Press Enter again to continue.

Select Format the Partition using FAT file system and press Enter to format the
partition.

At \WWINNT press Enter for this directory.

Press Enter to carry out an exhaustive search. Setup files will now be copied to
the PC.

When asked, remove the floppy disk (leaving the Windows NT CD in the CD-
ROM Drive) and press Enter.

The PC restarts presenting a Windows NT Setup Wizard from which click Next.
Type your Name as Administrator and your Organisation, click Next.

Enter the CD Key (from the yellow sticker on the back of the Windows NT CD
case) for Registration, click Next.

INDeX Contact Centre Modules

Installation & Maintenance
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PC Configuration

Server PC — SPC20 (Max 20 Clients)

22.

23.

24

25.
26.

27.

28.
29.

30.
31.

32.

33.

34.

35.
36.

Enter the correct number of Client Access License and then click Next.
- ForCCM SPC5 -5

- ForCCM SPC10 - 10

- For CCM SPC20 - 20

Type Computer Name as ARCHIVERSQL and click Next.

Select Stand-Alone Server as the "Server Type" and click Next.

Enter the Password fields as required and then click Next.

From the "Emergency Repair Disk" screen, select "No, do not create an
emergency repair disk" and click Next.

From the "Select Components" screen, leave the default selection and click
Next.

With 2) Installing Windows NT Networking selected, click Next.

Click to select “Do not connect this computer to a network at this time”, click
Next.

Note
Installing the Network Interface Card is detailed in “Install EtherLink PCI Network
Interface Card” on page 23.

Click Finish to complete the setup.

From the Date/Time Properties screen, ensure Time Zone is set to the local time
[e.g. for UK set it to English (United Kingdom)] and click Close.

From the Detected Display screen, click OK and then TEST to test the display
and then click OK.

Wait till colour screen closes, from the Testing Mode screen, click Yes and then
OK to save the display settings. From the Display Properties screen click OK.

Remove any floppy disks and CDs from the PC, click Restart Computer To
reboot the PC.

From the Begin Logon screen press Ctri+Alt+Delete to log on.

From the Logon Information screen, enter the User Name and Password, click
OK.

INDeX Contact Centre Modules

Installation & Maintenance
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PC Configuration Server PC — SPC20 (Max 20 Clients)

Install Windows NT Server Service Pack 6a

Alterations to Windows NT 4.0's configuration including the addition of software,
mean that the Service Pack (containing Microsoft bug fixes), needs to be reapplied.

The same procedure is applicable when reinstalling the Service Pack 6a.

1. Insert the INDeX Application Service Pack CD in the CD ROM Drive, from the
Windows NT desktop, click Start and then select Run. In the Open box type
D:\sp6i386.exe, as shown in the following screen:

Run K E3

3_ Type the name of a program, folder, or document, and

"Windows will open it for you,

Open: |D:".$pEi3E=E.e:-:e ﬂ
[+

Cancel | Browse... |

2. Click OK, the following screen appears:

Windows HT Service Pack Setup

Welcome towWindows MT 4.0 Service Pack & Setup.

Before inztalling thiz Service Pack, we recommend that you cloze all other applications,
backup your system, and update vour Emergency Repair dizkette. ‘when Service Pack
Setup completes, vou will need to shutdown and restart Windows MT.

To continue, pleaze read the following license agreement and indicate your acceptance:

SUPPLEMEMTAL EMD USER LICENSE AGREEMEMT FOR MICROSOFT i‘
SOFTwWARE

IMPORTAMT: READ CAREFULLY - The Microzoft Corporation [ Microzoft'']
operating svstem components which you are abouk o install, including any “anling"
or electronic documentation [0S COMPOMEMNTS"]. are subject to the terms and ﬂ

[ ibccept the Licenze Agreement [must accept before installing the Service PackE

[V Backup filez necessam to uninstall this Service Pack at a later time [requires
approximately 0B additional dizk zpace]

Bead Me Cancel

3. Click to select "Accept the License Agreement".

4. Click to uncheck "Backup files necessary to uninstall this Service Pack at a
later time".

9. Click Install, the Windows NT Service Pack Setup screen appears to indicate
the installation of the System files on to the PC.

INDeX Contact Centre Modules Page 17
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PC Configuration Server PC — SPC20 (Max 20 Clients)

6. Once the installation is complete the following screen appears:

Windows HT Service Pack Setup |

YWindaws NT 4.0 Service Pack B inztallation i complete. You must restart your campliker
for the Service Pack update to take effect.

[f pou inztall any additional *windows NT components from the onginal Windows NT CD,
wau should then reinstall Service Pack B ta ensure the new components are updated.

. Click Restart.
8. Recheck the Regional Setting to ensure it is set to English (United Kingdom).

INDeX Contact Centre Modules Page 18
Installation & Maintenance 38HBKO00001SCM - Issue 11 (05/01)



PC Configuration Server PC — SPC20 (Max 20 Clients)

Create NTFS Partition using Disk Administrator
Disk Administrator is a graphical tool for managing disks. This tool encompasses
and extends the functionality of character-based disk management tools such as
MS-DOS FDISK.

This section details the procedure required to create and format the NTFS partition
of the SPC20 hard drive.

1. From the Windows Taskbar, click Start, point to Programs, point to
Administrative Tools (Common) and click Disk Administrator. When running this
application for the first time, the following screen appears:

Disk Administrator |
Drigk. Adminiztratar haz determined that thiz iz the first time Digk
Adrministrator has been rn, or that one or mare dizks have been
added to your computer zince Dizk Administrator was last wn.

Syztem configuration will now be updated.

2. Click Ok and then OK to the following confirmations.

3. Ascrollable, graphical representation of all the physical disks connected to your
computer along with their partition appears. A status bar at the bottom of the
window provides basic information on partitions. A colour-coded legend on top
of the status bar shows what the different partition colours and patterns
represent.

Z& Disk Administrator

Partition ~ Fault Tolerance  Tool:  Wiew Option: Help

S
=l Disk 0 C:
FAT
29306 MB 2000 MB
=l Disk 1
29306 MB

CD-ROM 0 D:

| . Frimary partition

| | [

4. Click the D drive (i.e. CD-ROM).

INDeX Contact Centre Modules Page 19
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PC Configuration

Server PC — SPC20 (Max 20 Clients)

5. From the Tools menu, click Assign Drive Letter, the following screen appears:

© © N2

Aszzign Dnve Letter

CO-ROM O

x]

i Azeign diive letter Iﬁ vI

" Do not assign a drive letter

]9

Cancel Help |

Click to select Assign Drive Letter, and select letter E.
Click OK.
From the Confirmation screen, click Yes to continue.

To create a Volume Set of the remaining hard drive, select the first area of free

space and then pressing CTRL and click each of the other areas.

10. From the Partition menu, select Create Volume Set. Disk Administrator
displays the minimum and maximum sizes for the volume set.

11. Click OK.

& Disk Administrator

Parttion  Fault Tolerance  Tool: Wiew Optionz  Help
==
=l Disk O C: D:
FAT rformatted
29306 MB 2000 e 27306 ME
= Disk 1 D:
nformatted
29306 MB 29306 MB
CD-ROM O E:

| . Prirary partitian |:| YWaolume et

INDeX Contact Centre Modules
Installation & Maintenance
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PC Configuration

Server PC — SPC20 (Max 20 Clients)

12.

13.

14.
15.

16.

17.

From the Partition menu, select Commit Changes Now, the following screen

appears:

Click Yes to save the changes. At the Confirmation screen, click Yes and then

click OK to update the Disks.
Click OK to initiate system shutdown.

Once the PC has rebooted, from the Windows Taskbar, click Start, point to
Programs, point to Administrative Tools (Common) and click Disk Administrator.

Click the newly created drive (i.e. D: drive), from the Tools menu and select

Format.

Set File System to NTFS and click to select Quick Format as displayed in the

following screen:

Capacity:

Format D:% EE

I ko capacity

File System

[NTFS

Allocation Lnit Size

IDefauIt allocation size

Wolurme Label

— Format Options

¥ Quick Format
[T Enable Compression

Stark I

Cloze |

18. Click Start to initiate the format request, the following screen appears:
19. At the Warning screen, Click OK, when the formatting is finished, the following

Screen appears:

19. Once formatting is complete, Click OK. From the Format D:\ screen, click Close
to return to the Disk Administrator window.

20. From the Partition menu, click Exit to close the Disk Administrator application.

21.

Reboot the PC.

INDeX Contact Centre Modules
Installation & Maintenance
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PC Configuration Server PC — SPC20 (Max 20 Clients)

Install Display Adapter
Since INDeX CCM applications are designed to use a screen resolution of 800 by
600 pixels, it is necessary to install a third party display adapter driver that is not
installed by default when installing Windows NT Server.
1. Insert the Display Adapter CD in the CD Drive, click ATl Easy Install.
2. Atthe Welcome screen click OK to proceed.
3. Atthe Software License Agreement click Yes to continue.
4

. Click Express: Recommended and then once the Setup has finished copying
files to the PC, click Finish to restart the PC:

6. Once the PC has rebooted, log back on, the following screen appears:

Invalid Dizplay Settings |

& & new graphics diver has been installed.

The default dizplay rezolution from the driver haz been temporarily
uzed by the system.

Pleaze use the Dizplay option in the Windows MT Control Panel to
zelect pour prefered dizplay resolution,

7. Click OK.

8. From the Display Properties screen set the Desktop Area to 800 by 600 pixels,
and set the Color Palette to 65536, click Test:

9. Atthe Testing Mode screen, click OK to test the display.

10. Wait till colour screen disappears. From the Test Mode screen, click Yes if the
colours were coherent and then click OK to save the display set up.

11. From the Display Properties screen, click Apply and then click OK

INDeX Contact Centre Modules Page 22
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PC Configuration
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Install EtherLink PCI Network Interface Card

There are four steps to the Network Interface Card (NIC) installation:

a) Run the pre-installation program before installing the NIC in the PC.
The EtherCD pre-installation program prevents conflicts with the NIC and your
operating system. It guides you through the NIC installation and must be run
before you physically install the NIC in the PC.

b) Install the NIC in the PC.

c) Connect the NIC to the network.

d) Install the network driver.

Note
If there is network card in the PC, you must remove the Network card and the associated

software from the PC.

a) Run the Pre-installation Program

Before you physically install the NIC in a PC, run the NIC pre-installation program to
properly set up your system environment.

The pre-installation program prevents conflicts with the NIC and your operating
system. It guides you through the NIC installation and must be run before you
physically install the NIC in the PC.

To run the NIC pre-installation program:

1. Do NOT install the NIC in the PC.

2. Turn on the power to the PC and start Windows.

3. Quit any open applications and disable the automatic protection feature of any
anti-virus software that may be running.

4. Insert the EtherCD in the CD-ROM drive.
The EtherCD Welcome screen appears. If the EtherCD Welcome screen does
not appear, enter the following command from the Run option of the Windows
Start menu: X:\installs\setup.exe where X:\ represents the letter of the CD-ROM
drive.

5. Click NIC Software.
6. Click NIC Drivers and Diagnostics.

7. Click Install NIC Driver.
To install the network driver and the 3Com NIC Diagnostics program, click
Install with Diagnostic Program. (We recommend you select this option).
To install the network driver only, click Install without Diagnostic Program.

Files are copied. A message box appears when the installation is complete.
8. Click OK.

9. Select your operating system (Windows NT) to continue the installation.
The Completing NIC Installation screen appears.

10. Click Done.
11. Exit the EtherCD, and then shut down Windows.
12. Turn off the power to the PC.
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b) Install the NIC in the PC

To install the NIC in the PC:

1.

c)

Make sure that you have run the pre-installation program, as described in the
previous section.

Turn off the power to the PC and unplug the power cord.
Remove the cover from the PC.

Locate an empty, non-shared bus-mastering PCI slot and remove its slot cover.
Save the screw.

Do not install the NIC in a shared PCl slot. Avoid any PCI slot next to an ISA
slot. This is often a shared slot and does not support bus mastering.

Carefully insert the NIC in the empty PCI slot. Press firmly to ensure that the
NIC is fully seated in the slot.

Secure the NIC with the screw you removed earlier.

Replace the PC cover and plug in the power cord.
Do NOT turn on the power to the PC.

Connect the NIC to the Network

Connect the appropriate network cable to the NIC provided by the Network
Administrator of the Customer’s Site.

d) Install the Network Driver

To install the network driver:

1.
2.

No o M

Turn on the power to the PC.

Double-click the My Computer icon, then the Control Panel icon and then the
Network icon. The Network window appears.

Click the Adapters tab. If networking has not been installed on your PC before,
Windows NT asks you if you want to install networking. Click Yes. See the
WINNT.TXT file located on the EtherCD or your Windows NT documentation for
instructions.

Click Add. The Select Network Adapter dialog box appears.

Click Have Disk. The Insert Disk dialog box appears.

Insert the EtherCD in the CD-ROM drive.

Make sure that the letter of the CD-ROM drive (for example, e:\ appears in the
entry box, and then click OK. The Select OEM Option dialog box appears.

Make sure that the 3Com EtherLink PCI NIC is selected, and then click OK.
The Adapters tab of the Network screen appears.

Click Close. If the Microsoft TCP/IP Properties screen appears, enter the
requested information for your network environment. Refer to your Network
System Administrator or the Windows NT documentation for assistance. If the
Microsoft TCP/IP Properties screen does not appear, the installation is
complete.

10. Click Yes to restart the PC. The network driver installation is complete.

You are now ready to adjust the Networking Setup according to the Customer’s
Network; i.e. either TCPIP or IPX/SPX as detailed in following pages.
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TCP/IP Networking Setup

The process of configuring the INDeX CCM Server PC to use TCP/IP consists of the
following stages.

1. Check the TCP/IP settings required, these should be supplied by the customer
Network Manager, for example:
— |P Address.
- Subnet mask.
- Default gateway.
2. Re-configure Server/Client PC to TCP/IP.
3. Allow the Server PC and Client PCs to restart and then check the connection.

Changing a Server/Client PC to TCP/IP

The following process may require you to have the original Windows NT4
Server/Workstation CD available. It will also require the PC to be restarted after
completion. The following procedure applies to both Server PC and the Windows
NT Client PC.

1. Right-click the Network Neighborhood icon and select Properties.

2. Click the Adapters tab to check that the PC's network card is listed.

- If the network card is not shown, refer to the manufacturers supplied
information for correct installation.

3. Click the Protocols tab. Check that TCP/IP Protocol is shown. If not shown
then use the process below to install the protocol.
- Click on Add and select TCP/IP Protocol. After installation, the list of
protocols should include TCP/IP Protocol.
4. Click the Bindings tab, then return to the Protocols tab.
5. Highlight TCP/IP Protocol and click Properties. Add the settings specified by
the customer's Network Manager and then click on OK.

6. Click OK and allow the PC to restart.
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IPX/SPX Frame Type Networking Setup
This is applicable if the Customer Site Network uses IPX Frame Type.

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.

2. From the Control Panel, open Network, click the Protocols tab.
3. With the NWLink IPX/SPX Compatible Transport selected, click Properties.

This represents three scenarios:
- If a Novell NetWare Server is present on the network, ensure the
CCM Server PC uses the same frame type as NetWare Server.
- If a Server Cassette (Voice) is on the network, ensure the CCM
Server PC uses the same frame type as Server Cassette (the required
settings for INDeX CCM is Ethernet II).
- If no other servers are on the network, ensure that all PCs running
INDeX products are using the same frame type.

4. Click Properties.

5. Click Add and select Ethernet Il as the Frame Type as displayed in the
following screen:

Manual Frame Detection |
Erame Type: Add

Cancel |

Metwark. Humber:

6. Click Add.
7. From the NWLink IPX/SPX Properties screen click Apply and then OK.
8. Click Yes to restart the PC.
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Install ADR OnStream Tape Drive

1.

Ensure the Tape Drive unit is installed in the PC according to the Manufacture’s
instructions (Installing the Hardware section).

Once the PC is rebooted and you have logged on, insert the ADR Installation
CD in to the CD ROM Drive. Close the OnStream CD Setup Window.

From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel, double click Tape Devices, the following screen
appears:

Tape Devices |

Devices | D[ive[gl

Tape devices are listed below.

= OnStream DI-30 [Drriver not lnaded. |

FProperties || Detect I

] Cancel

Click Detect. Once the tape drive has been detected, click the Drivers tab, from
which screen click Add.

From the Install Driver screen, click Have Disk, click Browse, and then select the
Path “X:\NT Driver”, where X is the drive letter associated with the CD ROM
Drive.

Inztall From Disk

I
|ngzert the manufacturer's installation dizk into the dive Ok, |
@ selected, and then click OE.

Cancel

Copy manufacturer's files from:

E:ANTDriver =]

Click OK. With the Tape Drive selected, click OK. Once the tape driver is
installed click OK.

Tape Devices screen will now display the details for the newly installed driver.
Click OK to close the screen. Click Yes to restart the PC. The Tape drive is
now ready for use.
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Install Advantech PCI Wallboard Comms Card
Before installing the Wallboard Comms card in to the system, you must install the
driver first. Once the driver is installed, check the card jumpers and Switch locations
are set as detailed in this section.
1. Ensure the card is NOT plugged in to the PC.
2. Insert the Advantech installation diskette #1 into drive A:\.

3. From the Windows NT desktop, click Start and then select Run. In the Open
box type A:\Setup.exe.

4. Click OK to proceed. Atthe Welcome screen click Next. From the Software
License Agreement screen click Yes to continue.

From Choose Destination Location screen, click Next to continue.
From Select Program Folder screen, click Next to continue.

When prompted, insert diskette #2 in to drive A:\.

Click Finish to complete the Setup, the following screen appears:

© N oo

¥ Advantech PCl Senal Service Manager |

Start/Stop Service Control;

% |nztall and Start Servic

i~ Stop and Remove Service

Cancel |

9. With Install and Start Service selected, click OK.
10. When the files have been copied, the following screen appears:

AdsStart Ed |

@ Start Advantech PCl Serial Service Failed!

11. Click OK.
12 Switch the PC off.

13. Plug the Card in to a free PCI slot with the following Jumper Settings. Switch
the PC on.

Jumper Settings:

- Set Jumpers JP1 and JP2 to 485
— Set Channels 1 & 2 Dip Switches to ‘ON’.

After the PC is restarted, reinstall Service Pack 6a as detailed in “Install Windows
NT Server Service Pack 6a” on page 17.
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Install Microsoft SQL 7.0
Microsoft SQL is a database application that is installed to store data for use with
the INDeX Archiver. It also provides a means of administering the related database
services (e.g. Backup and Restoring of the database).

1.

Insert the Report Manager Database CD in the CD Drive. Microsoft SQL
Server Automenu screen appears.

You must ensure if there are any prerequisites (i.e. Internet Explorer 4.01
Service Pack 1) are needed, before installing SQL Server 7.0 components

If Internet Explorer 4.01 Service Pack 1 is not loaded on the PC, click Install
SQL Server 7.0 Prerequisites. Select Windows NT, select Launch Setup Wizard
and then follow the instructions on the Internet Explorer 4.01 SP1 Active Setup
wizards to install the application.

Once the above is complete, from the Microsoft SQL Server Automenu screen
click Install SQL Server 7.0 Components.

From the Install SQL Server 7.0 Components screen select Database Server -
Standard Edition, the following screen appears:

Select Install Method |

Pleasze zelect the inzstall method below:

% | ocal Install - Install ta the Local Machine

i~ Remate Install - Install to a Bemate Machine

Prezs 'Mest' when ready to continue.

Hest » Cancel

Click Next to proceed to the Welcome screen, from which click Next to proceed.
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6. From the Software License Agreement screen click Yes to proceed to the
following screen:

Uszer Information

Enter pour name below. [t iz not neceszany to enter a company
hame.

M arne: A dministrator

Compar:

¢ Back I Mest > I Cancel

7. Enter the Name as Administrator and your Organisation's name and then click
Next to proceed.

8. Enter the “10 digit CD Key” and then click OK to proceed.

9. Take a record of the Product ID number, as you will be asked for this number if

you need to call Microsoft for Technical Support. Click OK to proceed to the

following screen:

Setup Type |
Click the type of Setup pou prefer, then click Mext.

foals |nztalled with the most common optionz. Becommended for most users.
= Minirnumm Inztalled with minimum required options.
= Custam “'ou may chooze the options vou want b install. Becommended for

advanced uzers.

Destination Folder

Program Files Browse... | CAMSSOLT
Drata Files Eramae. | C:HMS50LT

Required: Ayailable;

Space on program files drive 32753 K 1559592 K
Space on system drive: BEEEG K. 1559592 K
Space on data files drive: 305397 K 15559592 K

Help < Back I Hest » I Cancel

10. Select Typical.
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11. Click Browse associated with Data Files.

Note
It is ESSENTIAL that Data Files are saved in the D DRIVE

12. Select the D Drive and type D:\MSSQL7 in the Path text box, as displayed in the
following screen:

Choosze Folder |

Pleaze chooze the installation folder.
Path:
[dAMSSOLT

Directaries:

B b =] ok, |
Cancel |

[~
Dirives:

I = d j Metwark. .. |

13. Click OK and the from Setup Type screen click Next to proceed to the following
screen:

Services Accounts |

% {lze the zame account for each service. Auta start SOL S erver Service

" Customize the settings for each service.

—Services — Service Settingz
€ S Senver

" Use the Local System account

£ SEL Servendaent % Usze a Domain User account

Usernarne: I.-'i‘-.u:lministratu:ur

Pazsward: I

Diomain: |ARCHIVERSGL

[} At Start Service

Help | < Back I MHest > I Cancel

14. Click “Use the Local System account", then click Next, and then click Next
again to proceed to the Choose Licensing Mode screen.
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15. Click Add Licenses the following screen appears:

Mew Client Access License Ed |
Chooze the server product, quantity, and licensze K

mode for thiz license.

Cancel

Product; Microzoft SOL Server 7.0

Cluantity: IEI 3: Help

Far LipenSE £7) FerSeat *! FerSemver
tode:

dil;

Comment; I

16. Enter the number of purchased licenses.

17. Once you have selected the required Server License Quantities, click OK to the
Per Server Licensing screen, from which click to select “/ agree that” and then
from the Choose Licensing Mode screen click Continue.

18. From Client Licensing screen, click to select “/ agree that” and then click OK to
proceed.

19. Click Finish to complete the Setup.

20. Once the PC is rebooted, the ARCHIVERSQL Server will automatically be
registered.

Install Microsoft SQL 7.0 Service Pack 1

Alterations to Microsoft SQL's configuration, mean that the Service Pack (containing
Microsoft bug fixes), needs to be applied.

1. Insert the CD in the CD ROM Drive, from the Windows NT taskbar click Start,
select Run, and type X:\English\setup.bat, as displayed in the following screen
(X is the letter associated with the CD Drive of the PC):

Run |

Type the name of a program, folder, or document, and
"Windows will open it for you,

Open:  [E:MEMGLISH setup.bat |
| B in Sepanate Meman Space

Cancel | Browse... |

Click OK.
From the Welcome screen, click Next to proceed.
From the Software License Agreement screen, click Yes to continue.

Click to select “The SQL Server system administrator login information (SQL
Server authentication)’, leaving the password field blank.

Click Next to proceed.
7. Click Next to begin copying the files.

8. Once Setup has finished copying the files to the PC click Finish to restart the
PC.

Once the PC has been restarted, the SQL Server will be operational with the
Service Pack fully installed.

ok oo

o
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Install ODBC (Open Database Connectivity)
Open Database Connectivity needs to be installed to provide a link between the
SQL database and the INDeX Report Manager.

1. Insert the INDeX Application Service Pack CD in the CD Drive. From the
Windows taskbar, click Start and then select Run

2. Inthe Open text box type X:\NT Server\ODBC\Setup.exe. X s the letter
associated with the CD Drive of the PC. Click OK and then click Continue.

Microzoft ODEC Setup Ed |

Welcome to the Microsoft ODBC installation
program.

Setup cannat install syztem filez or update shared files if the files are in use.
Before continuing, close any open applications.

WARMIMG: Thig program iz protected by copunight law and intermational treaties.

'ou may inztall Microzoft ODBC on a single computer. Some Microzoft products
are provided with additional rights, which are stated in the End Lzer Licenze
Agreement included with your zofbware.

Fleaze take a moment to read the End Uzer Licenze Agreement now. It containz
all of the termz and conditions that pertain to this software product. By choozing ko
continue, you indicate acceptance of these kerms.

Exit Setup

3. Click Continue to proceed. Enter name as Administrator and the name of your
Organisation, click OK.

4. Click Change to modify the information. Otherwise, click OK to confirm the
information to proceed.

5. Click Typical to continue with the installation.
6. Once the installation is complete, click OK.

IT IS HIGHLY RECOMMENDED TO RESTART THE PC.
You are now ready to install INDeX CCM applications.

Note
If the Server PC name has been changed you must perform the procedures detailed in
"Changing the ODBC Settings" on page 74.

1. Once the INDeX CCM applications have been installed, you need to expand the
database device as detailed in “the box next to SDXrepository. Whilst this is
highlighted ensure that the two boxes 'PUBLIC' and 'DB_OWNER' are checked
in the lower half of the window

2. Close the properties window, exit SQL Enterprise Manager.

Expand a Database” on page 88.
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Windows NT Server Modifications

Regional Settings

The Regional Settings need to be changed from the default installation settings

which are usually English (United States).

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.

2. From the Control Panel, open Regional Settings.

3. From the Regional Settings tab select English (United Kingdom), click Apply,
and then click OK.

Note
Ensure the Regional Setting is appropriate for the relevant country.

Guest Account

For INDeX CCM applications to communicate, the Guest Account on Windows NT
needs to be enabled. This is modified through the User Manager.

1. From the Windows taskbar, click Start, point to Programs and from
Administrative Tools (Common), select User Manager:

2. Double click Guest, ensure Account Disabled is unchecked as displayed in the

following screen. Click OK.

Uszer Properties

Uzemame:  Guest Ok

Full H arme: I Cancel

Help

il

Dezcription: IEuiIt-in accaunt faor guest access to the computer/damain

xxxxxxxxxxxxxx

Pazzword: I

LCanfirm
Pazzword:

[T User Must Change Password at Mext Lagon

¥ User Cannat Change Password
¥ Pazsword Mever Expires

e [ =
fGroups Prafile Djalin

3. From the User menu, select Exit to close User Manager.
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Event Log Settings
The Event Log settings are altered through the Windows NT Event Viewer.
1. From the Windows taskbar, click Start, point to Programs and from
Administrative Tools (Common), select Event Viewer.
2. From the Log menu, select Log Settings, the following screen appears:

Event Log Settings

ok

Change Settings for lication *| Log

Cancel

Maxirmum Log Size: I A2 E Kilobytes [B4K [ncrements] D1 efault
Event Log ‘Wrapping

Help

diltlf].

% Ovenwrite Events as Meeded

= Ovenwrite Events Older than I E Days

= Do Mot Ovenwrite Events [Clear Log Manually]

3. There are three Settings available: System, Security and Application.

4. Use the pull down list select System and from the Event Log Wrapping options
ensure Overwrite Events as Needed is selected.

5. Repeat step 3 for the other two settings, i.e. Security and Application.
6. Click OK.
7. From the Log menu, select Exit to close the Event Viewer.
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Sharing the Hard Drives

The following needs to be carried out on the Server PC running the INDeX CCM
Server applications.

In order for all INDeX CCM applications and the INDeX Taskbar to function
correctly, the drives on a Windows NT Server 4.0 PC must be shared.

1. From the Windows taskbar, click Start, point to Programs and select Windows
NT Explorer.

2. Click the C: drive using the right hand mouse button. From the context-sensitive
menu, select Sharing. You need to create a share named SDXSHARE and C if
one does not already exist.

3. From the (C:\) Properties screen, click New Share. Type SDXSHARE (must be
UPPERCASE) as the Share Name as displayed in the following screen:

Mew Share |
Share Mame: ISDKSH.E'-.FEE | k. I
Commert; I Cancel |

Izer Limnit; o
Permizzions... |
% b aximum Allowed

. .ﬁ.llnﬂl 3: |lzers

Ensure Maximum Allowed is also selected. Click OK.

Follow the above steps to create another share name called C.

From the (C:) Properties screen, click Apply and then click OK.
From the File menu, select Close to close the Windows NT Explorer.

N o ok

Please refer to page 52 for information on how to Install INDeX CCM Applications.
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Server PC Setup - SPC5/10

The same procedure is required when configuring INDeX CCM SPC5 and SPC10
Server PCs with the exception of the Disk Administrator (NTFS partition), as
detailed in this section.

1.

B owowN

© o N oo

Install Windows NT Server 4.0 as detailed on page 15

Install Windows NT Server Service Pack 6a as detailed on page 17
Create NTFS Partition using Disk Administrator as detailed on page 37
Install Display Adapter as detailed on page 22

Install EtherLink PCI Network Interface Card as detailed on page 23 and the
relevant Network setup as required

TCP/IP Networking Setup as detailed on page 25

Install ADR OnStream Tape Drive as detailed on page 27 (For SPC-10)
Install Advantech PCI Wallboard Comms Card as detailed on page 28
Install Microsoft SQL 7.0 as detailed on page 29

Install ODBC (Open Database Connectivity) as detailed on page 33

10. Windows NT Server Modifications as detailed on page 34

Create NTFS Partition using Disk Administrator

Disk Administrator is a graphical tool for managing disks. This tool encompasses
and extends the functionality of character-based disk management tools such as
MS-DOS FDISK.

1.

From the Windows Taskbar, click Start, point to Programs, point to
Administrative Tools (Common) and click Disk Administrator. When running this
application for the first time, the following screen appears:

Dizk Adminiztrator |

Digk Administrator has determined that this 1= the frst bre Digk
Adriniztrator has been run, or that one or maore disks have been
added to your computer zince Dizk Adminiztrator wasz lask i,

Syztem configuration will now be updated.

A scrollable, graphical representation of all the physical disks connected to your
computer along with their partition appears. A status bar at the bottom of the
window provides basic information on partitions. A colour-coded legend on top
of the status bar shows what the different partition colours and patterns
represent.

2. Click the D drive (i.e. CD-ROM).

From the Tools menu, click Assign Drive Letter. Click to select Assign Drive
Letter, and select letter E and then Click OK.

From the Confirmation screen, click Yes to continue.
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If an NTFS partition does not exist on Disk 0, where the 1024MB partition is, you
need to create one by selecting the area of free space. From the Partition
menu, select Create. Click Yes to continue and create the partition.

The Create Primary Partition screen displays the size of the partition to be
created. This will usually be the maximum since it will contain all of the free
space available. Click OK.

From the Partition menu, select Commit Changes Now. Click Yes to save the
changes.

7. Click Yes to save the changes.

10.
1.

12.
13.

Click OK to update the emergency repair configuration and create a new
Emergency Repair Disk.

Click the D: drive, from the Tools menu, click Format. Set File System to
NTFS. Click Start to initiate the format request and then click OK to continue.

When the formatting is finished, click OK.

From the Format D:\ screen, click Close to return to the Disk Administrator
window.

From the Partition menu, click Exit to close the Disk Administrator application.
Reboot the PC.
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Client PC Setup (Windows NT — Workstation)

This section details the Client PC configuration as follows:

Install Windows NT Workstation.

Install Windows NT Service Pack 6a.

Windows NT Workstation modifications for INDeX CCM applications.
Map Network Drive

Install Display Adapter.

Install ODBC.

Install Windows NT 4.0 Workstation

N o ks w0~

9.

10.
1.
12.

13.
14.
15.
16.

17.

18.
19.
20.
21.
22.

23.
24.

25.
26.
27.

Insert Windows NT CD-ROM and Windows NT Setup Disk 1 and reboot the PC.
When prompted, insert Windows NT Setup Disk 2 and press Enter.

Press Enter "To setup Windows NT now".

Press Enter to attempt to detect Mass Storage Devices in your PC.

When prompted, insert Windows NT Setup Disk 3 and press Enter to continue.
Press Enter to confirm that there is only one CD ROM storage device.

Press Page Down until you reach the end of the Licensing Agreement text and
then press F8 to agree.

With the Keyboard Layout: US highlighted, press Enter and then select United
Kingdom, to change the Keyboard Layout from US to United Kingdom.

With "The above list matches my computer" highlighted, press Enter.
With "Create partition of size (in MB): 1000" highlighted, press Enter.
Press Enter again to continue.

Select Format the Partition using FAT file system and press Enter to format the
partition.

With C:FAT, highlighted press Enter.
With "Leave the current file system intact", highlighted press Enter.
At \WWINNT press Enter for this directory.

Press Enter to carry out an exhaustive search. Setup files will now be copied to
the PC.

When asked, remove the floppy disk (leaving the Windows NT CD in the CD-
ROM Drive) and press Enter.

The PC restarts presenting a Windows NT Setup Wizard from which click Next.
From the "Setup Options" screen select Typical and click Next.

Type your Name as Administrator and your Organisation, click Next.

Enter the ID Number (from the Windows NT Workstation Manual), click Next.

Type Computer Name and click Next. You must ensure the PC name is NOT
called ARCHIVERSQL (e.g. Client_01).

Leave the Password fields blank and then click Next.

From the "Emergency Repair Disk" screen, select "No, do not create an
emergency repair disk" and click Next.

Select "Install the Most common Components (recommended)", click Next.
With 2) Installing Windows NT Networking selected, click Next.

Click to select “Do not connect this computer to a network at this time”, click
Next.
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28.
29.
30.
31.

32.

33.
34.

Note
Installing the Network Interface Card is detailed in “Install EtherLink PCI Network
Interface Card” on page 23.

Click Finish to complete the setup.
From the Date/Time Properties screen, Set Time Zone to GMT and click Close.
From the Detected Display screen, click OK and then TEST to test the display.

Wait till colour screen closes, from the Testing Mode screen, click Yes and then
OK to save the display settings. From the Display Properties screen click OK.

Remove any floppy disks and CDs from the PC, click Restart Computer To
reboot the PC.

From the Begin Logon screen press Ctri+Alt+Delete to log on.

From the Logon Information screen, enter the User name and Password, click
OK.

Install Service Pack 6a
Alteration to Windows NT 4.0's configuration including the addition of software mean
that the Service Pack (containing Microsoft bug fixes) need to be reapplied.

Perform the procedures detailed in “Install Windows NT Server Service Pack 6a” on
page 17.

Windows NT Workstation 4.0 Modifications

To be able to install and run the INDeX CCM application it is essential to modify
Windows NT as detailed in this section.

Perform the following procedures as detailed in:

Regional Settings as detailed on page 34

Guest Account as detailed on page 34

Event Log Settings as detailed on page 35

Install EtherLink PCI Network Interface Card as detailed on page 23 and the
relevant Network setup as required

INDeX Contact Centre Modules
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PC Configuration Client PC Setup (Windows NT — Workstation)

Map Network Drive

Sharing INDeX CCM
1. From the Windows NT desktop, click (using the right mouse button) Network
Neighborhood and select Map Network Drive.

2. Select a Map Drive (e.g. E:), in the Path Type \ARCHIVERSQL\C, ensuring
Reconnect at logon is also checked as shown on the following screen:

Map Network Drive |
N EE ]
Path: [*\4RCHIVERS OLAC =] Cancel |
Connect A I Help |

¥ Beconnect at Logon

Shared Directories: ¥ E=pand by Default

= Microzsoft Windows Metwork,

& WORKGROUP
" ARCHIVERSOL
" CLIENTO

3. Click OK.
This enables you to share the INDeX CCM (e.g. INDeX Call Centre View) files.
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Sharing INDeX Taskbar

1. From the Windows NT desktop, click (using the right mouse button) Network
Neighborhood and select Map Network Drive.

2. Select a Map Drive (e.g. F:), in the Path Type \ARCHIVERSQL\SDXSHARE,
ensuring Reconnect at logon is also checked as shown on the following
screen:

Map Metwork Drive

bve  [o6 =

Path: [\M4RCHIVERS QLS DHSHARE -] Cancel |

Connect A I Help |
¥ Beconnect at Logon

Shared Directories: ¥ Expand by Defaul

= Microzaft Windows Metwark,

& WORKGROUP
" ARCHIVERS AL
"M CLENTO!

3. Click OK.
This enables you to share the INDeX Taskbar files.

Install Display Adapter
Since INDeX CCM applications are designed to use a screen resolution of 800 by
600 pixels, it is necessary to install a third party display adapter driver, which is not
installed by default when installing Windows NT.

To install Display Adapter see “Install Display Adapter” on page 22.

Install ODBC
ODBC provides a link between the database in the Server PC and the Client PC.

To install ODBC, see "Install ODBC (Open Database Connectivity)" on page 33.

Note
If the Server PC name has been changed you must perform the procedures detailed in

"Changing the ODBC Settings" on page 74.

You are now ready to install INDeX CCM applications.
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Client PC Setup (Window 98)

This section details the Client PC configuration as follows:

Format the hard drive (if required).

Install Windows 98.

Install Display Adapter.

Essential Windows 98 modification for INDeX CCM applications.
Install EtherLink PCI network Interface Card.

Map Network Drive.

Install ODBC.

Format Hard Drive

1. With the PC switched off insert the Windows 98 Setup Disk in to the A:\ Drive.
Then switch the PC on.

2. Atthe X:\>Win98> (X is the letter associated with the CD ROM drive) prompt,
type cd\ and then press Enter. At the X:\> prompt type A:

3. Atthe A:\ prompt, type Format C: and press Enter. The following message will
be displayed:

"WARNING:

ALL DATA ON NON-REMOVABLE DISK DRIVE C: WILL BE LOST!
Proceed with format (Y/N?)"

4. Type Y and press Enter.
5. After formatting, press Enter to leave the volume label blank.

Install Windows 98
1. Insert Windows 98 CD-ROM and Windows 98 Setup Disk 1 and reboot the PC.
2. Atthe A:\ prompt, type X:, (X is the letter associated with the CD drive of the
PC) and press Enter.

3. Atthe X:\> prompt, type Setup and press Enter. Press Enter to continue.

Press X to exit Scan Disk. From the Windows 98 Setup Welcome screen, click
Continue to begin setup.

4. Select Directory C:\Windows, click Next. Select Typical, click Next.

5. Select Install the most common components (recommended), click Next.

6. Type Computer Name as required (i.e. Client_01), leaving the WORKGROUP
asitis. Click Next, select United Kingdom and then click Next.

7. At “Startup Disk” screen click Next to create a Startup Disk. Insert the Win98
Startup Disk and then click OK. When it has finished creating the Startup disk,
remove the disk from A:\ drive, and click OK.

8. Click Next to Start Copying Files. Type your name and Organisation, click Next.

9. Click to select “/ accept the Agreement”, click Next. Type Product Key, click
Next and then click Finish.

10. From the Date/Time Properties screen, Set Time Zone to GMT London and click
Apply and then click OK.

11. Once the PC has restarted, enter the Network Password, click OK. Enter
Windows Password, click OK.

12. From Add New Hardware Wizard screen click Next and then follow the
instruction to install the Plug and Play Monitor, ensuring both Floppy Disk
drivers as well as CD-ROM drivers are selected.

13. Click Finish. Once the PC is restarted, close the Welcome to Windows 98
screen.

INDeX Contact Centre Modules Page 43
Installation & Maintenance 38HBKO00001SCM - Issue 11 (05/01)



PC Configuration Client PC Setup (Window 98)

Install Display Adapter
Since INDeX CCM applications are designed to use a screen resolution of 800 by
600 pixels, it is necessary to install a third party display adapter driver which is not
installed by default when installing Windows NT.

To install Display Adapter see “Install Display Adapter” on page 22.

Windows 98 Modifications
Once Windows 98 is installed, you need to make the following adjustments to be
able to run the INDeX CCM applications:

Regional Settings

When installing/running the INDeX CCM applications in the United Kingdom, the
Regional Settings needs to be changed from the default installation setting which is
usually set to English(United States).

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.
2. From the Control Panel options, open Regional Settings,

3. From the Regional Settings tab select English (United Kingdom), click Apply,
click Yes to restart the PC.

Note
Ensure the Regional Setting is appropriate for the relevant country.
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Install EtherLink PCI Network Interface Card
There are four steps to the NIC installation:

1. Run the pre-installation program before installing the NIC in the PC.
The EtherCD pre-installation program prevents conflicts with the NIC and your
operating system. It guides you through the NIC installation and must be run
before you physically install the NIC in the PC.

2. Install the NIC in the PC.

3. Connect the NIC to the network.

4. Install the network driver.

Note
If there is network card in the PC, you must remove the Adapter and the Network card
from the PC.

1. Run the Pre-installation Program

Before you physically install the NIC in a PC, run the NIC pre-installation program to
properly set up your system environment.

The pre-installation program prevents conflicts with the NIC and your operating
system. It guides you through the NIC installation and must be run before you
physically install the NIC in the PC.

To run the NIC pre-installation program:

1. Do NOT install the NIC in the PC.

2. Turn on the power to the PC and start Windows.

3. Quit any open applications and disable the automatic protection feature of any
anti-virus software that may be running.

4. Insert the EtherCD in the CD-ROM drive.
The EtherCD Welcome screen appears. If the EtherCD Welcome screen does
not appear, enter the following command from the Run option of the Windows
Start menu: X:\installs\setup.exe where X:\ represents the letter of the CD-ROM
drive.

5. Click NIC Software.
6. Click NIC Drivers and Diagnostics.

7. Click Install NIC Driver.
To install the network driver and the 3Com NIC Diagnostics program, click
Install with Diagnostic Program. (We recommend you select this option).
To install the network driver only, click Install without Diagnostic Program.

Files are copied. A message box appears when the installation is complete.
8. Click OK.

9. Select your operating system (Windows 98) to continue the installation.
The Completing NIC Installation screen appears.

10. Click Done.
11. Exit the EtherCD, and then shut down Windows.
12. Turn off the power to the PC.
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Client PC Setup (Window 98)

2.

Install the NIC in the PC

To install the NIC in the PC:

1.

3.

Make sure that you have run the preinstallation program, as described in the
previous section.

Turn off the power to the PC and unplug the power cord.
Remove the cover from the PC.

Locate an empty, nonshared bus-mastering PCI slot and remove its slot cover.
Save the screw.

Do not install the NIC in a shared PCl slot. Avoid any PCI slot next to an ISA
slot. This is often a shared slot and does not support bus mastering.

Carefully insert the NIC in the empty PCI slot. Press firmly to ensure that the
NIC is fully seated in the slot.

Secure the NIC with the screw you removed earlier.

Replace the PC cover and plug in the power cord.
Do NOT turn on the power to the PC.

Connect the NIC to the Network

Connect the appropriate network cable to the NIC provided by the Network
Administrator of the Customer’s Site.

4.

Install the Network Driver

To install the network driver:

1.
2.

o ok ow

7.

Turn on the power to the PC. Windows 98 detects the NIC.

The Add New Hardware Wizard starts, click to select “Display a list of all the
drivers in a specific location” and then click Next.

With the Network Adapter selected, click OK.

When prompted insert the EtherCD in the CD ROM drive and then click OK.
From Insert Disk screen, type the CD ROM drive letter, (e.g. d:)).

Click OK and then click Finish.

You must restart the PC to complete the installation.

You are now ready to adjust the Networking Setup according to the Customer’s
Network, i.e. either TCPIP or IPX/SPX as detailed in following pages.

TCP/IP Networking setup

This is only applicable if the site network uses TCP/IP. Otherwise, configure the
network according to the Site's Network.

1.

From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel options open, Network.

Highlight TCP/IP Protocol and click Properties. Add the settings specified by
the customer's Network Manager and then click OK.

Click OK and allow the Client PC to restart.
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Network IPX Frame Type

This is only applicable if the site network uses IPX Frame Type. Otherwise,
configure the network according to the Site's Network.

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel options open, Network.

Click IPX/SPX compatible Protocol, click Properties.

Click to select, "l want to enable NetBOIS over IPX/SPX” and then click OK.

From the IPX/SPX compatible Protocol Properties screen, click the
Advanced tab, and highlight the ‘Frame Type’ Property, then from the Value
drop-down list, select Ethernet II.

6. Click OK.

7. From the Network screen, click File and Print Sharing the following screen
appears:

S A

File and Print Sharing EE2 |

[ | want to be able to give others access to my files.

[ | want to be able ta allow others ta prink to my printer(z).

; Cancel |

8. Click to select both options and click OK.

9. From the Network screen, click the Identification tab, enter the Computer
name and Workgroup as required.

10. Click OK.
11. When prompted, click Yes to restart the PC.

INDeX Contact Centre Modules Page 47

Installation & Maintenance

38HBKO00001SCM - Issue 11 (05/01)



PC Configuration Client PC Setup (Window 98)

Map Network Drive
Sharing INDeX CCM

1. From the Windows 98 desktop, click (using the right mouse button) Network
Neighborhood and select Map Network Drive.

2. Select a Map Drive (e.g. E:), in the Path Type \ARCHIVERSQL\C, ensuring
Reconnect at logon is also checked as shown on the following screen:

Map Metwork Drive |
Dive: | 3E: M
Path:  [MARCHIVERSGLAC =l Cancel |

¥ Feconnect at logon

3. Click OK.
This enables you to share the INDeX CCM (e.g. INDeX Call Centre View) files.

Sharing INDeX Taskbar

1. From the Windows 98 desktop, click (using the right mouse button) Network
Neighborhood and select Map Network Drive.

2. Select a Map Drive (e.g. F:), in the Path Type \ARCHIVERSQL\SDXSHARE,
ensuring Reconnect at logon is also checked as shown on the following
screen:

Map Metwork Drive Ed |
Dive: | 3IF: M
Path: I"«"«.":".H CHMWERSQALWSDHSHARE j Cancel |

¥ | Feconnect at logor

3. Click OK.
This enables you to share the INDeX Taskbar files.

Install ODBC
ODBC provides a link between the database in the Server PC and the Client PC.

To install ODBC see "Install ODBC (Open Database Connectivity)" on page 33.

Note
If the Server PC name has been changed you must perform the procedures detailed in
"Changing the ODBC Settings" on page 74.

You are now ready to install INDeX CCM applications.
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Client PC Setup (Windows 2000)

This section details the Client PC configuration as follows:

Install Windows 2000 Service Pack 1.

Windows 2000 modifications for INDeX CCM applications.
Map Network Drive

Install Display Adapter.

Install ODBC.

Install Service Pack 1

Alteration to Windows 2000's configuration including the addition of software mean
that the Service Pack (containing Microsoft bug fixes) needs to be reapplied.

Follow the instructions on your Windows 2000 disk to re-install the service pack.

Windows 2000 Modifications

To be able to install and run the INDeX CCM application it is essential to modify
Windows 2000 as detailed in this section.

Perform the following procedures as detailed in:

Regional Settings as detailed below

Guest Account as detailed on page 50

Event Log Settings as detailed on page 50

Install EtherLink PCI Network Interface Card as detailed on page 23 and the
relevant Network setup as required

Regional Settings

The Regional Settings need to be changed from the default installation settings
which are usually English (United States).

1. From the Windows Taskbar, click Start, point to Settings and select Control
Panel.
2. From the Control Panel, open Regional Options.

3. From the General Tab select English (United Kingdom), click Apply and then
click on Ok.
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Guest Accounts

For INDeX CCM applications to communicate, the Guest Account on Windows 2000
needs to be enabled. To modify the Guest Account:

1.

From the Windows Taskbar, click Start, point to settings and select Control
Panel.

From the Control panel, open Users and Passwords

Click on the Advanced Tab. In the Advanced User Management section click
on the Advanced button.

Open the Users folder and then double click on Guest.

Click on the General Tab. Remove the tick by 'Account is disabled' then click on
the Apply button. Click on Ok and then close all screens.

General | Member Of| Profie |

g Guest

Full name: |

Description: [Buitin acoount for guest access o the computer/de

I~ | Wser must change password at nest logon
¥ User cannot change password

¥ Password never expires

¥ fcoount is disabled

I=| ficoount is locked out

[a].9 I Cancel Apply

Event Log Settings
The Event Log settings are altered through the windows Event Viewer. To do this:

1.

From the Windows Taskbar, Click Start, point to settings and select Control
Panel.

From the Control panel open Administrative Tools
Open Event Viewer.

Right Mouse click on Application Log and select properties. In the Log size
section select overwrite events as needed. Click on apply and then Ok.

Right mouse click on Security Log and select properties. In the Log size section
select overwrite events as needed. Click on apply and then Ok.

Right mouse click on System Log and select properties. In the Log size section
select overwrite events as needed. Click on apply and then Ok.

Close all open windows.

-0/ x|

[ acion ven || & =+ |BE| = BB 2 |

Tiee I System Log 40 event(s)

] Evert Viowet (Lacal) Type [Date [ Time [ Source [Caa

-§41] Application Log 0 Waming 03/04/2001 123818 Browser Ho

i34 Secury Log (@) nfomation  03/04/2001  1212:08 eventlog Ho

Fo = Log @ Information 03/04/2001 1212:08 eventiog Mo
&\N"ammg 03/04/2001 12131 Chcp Mo
@\nlmmatinn 03/04/2001 121114 eventiog Mo
&Wammg 03/04/2001 120218 Browser Mo
@ Infarmation 03/04/2001 12:00:21 eventlog Mo
@ Information 03/04/2001 12:00:21 eventlog Mo
&\N’ammg 03/04/2001 1201:23 Dhep Mo—
@\nlmmatiun 03/04/2001 11.53:25 eventlog Mo
&W’ammg 03/04/2001 15222 Chcp Mo
@\nlmmatinn 03/04/2001 11:50:35 eventiog Mo
@\nlmmatlon 03/04/2001 11:50:35 eventlog Mo
@ Information 09/03/2001 16:26:07 eventiog Mo
@ Information 09/03/2001 16:24:40 eventlog Mo
@ Infarmation 09/03/2001 16:24:40 eventlog Mo
Q Error 09/03/2001 16:24:28 disk. Mo
@ Infarmatian 09/03/2001 16:22:36 eventlog Mo
G? Information 09/03/2001 16:21:10 | eventiog MNox
4 r

[
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Map Network Drive
Sharing INDeX CCM

1.

From the Windows desktop, click (using the right mouse button) my Network
Places and select Map Network Drive.

Select a Map Drive (e.g. E:).
In the Folder section type \ARCHIVERSQL\C

Make sure that the Reconnect at logon is also checked as shown on the
screen shown below.

Click on Finish.

Map Network Drive x|

Windows can help you connect ko a shared network Folder
and assign a drive letter to the connection so that vou can
access the folder using My Computer,

Specify the drive letter For the connection and the Folder
that you want to connect to:

Drive! IE: j
Folder: I'l,'l,.D.r-:hiversqI'l.c x| Browse... |

Example; Yiserverishare

¥ Reconnect at logon
Connect using a different user name.
Create a shortout bo a Web Folder or FTP site,

< Back I Firish I Cancel |

This enables you to share the INDeX CCM (e.g. INDeX Call Centre View) files.

Sharing INDeX Taskbar

1.

4.

From the Windows desktop, click (using the right mouse button) My Network
Places and select Map Network Drive.

Select a Map Drive (e.g. F).

In the Path Type \ARCHIVERSQL\SDXSHARE, ensuring Reconnect at logon
is also checked.

Click on Finish.

Install Display Adapter

Since INDeX CCM applications are designed to use a screen resolution of 800 by
600 pixels, it is necessary to install a third party display adapter driver, which is not
installed by default when installing Windows.

To install Display Adapter see “Install Display Adapter” on page 22.

Install ODBC

ODBC provides a link between the database in the Server PC and the Client PC.
To install ODBC, see "Install ODBC (Open Database Connectivity)" on page 33.

Note
If the Server PC name has been changed you must perform the procedures detailed in
"Changing the ODBC Settings" on page 74.

You are now ready to install INDeX CCM applications.
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Install INDeX CCM Applications

Overview

This section describes the procedures of installing the software for the INDeX
Contact Centre suite. The installation procedure is divided into the following steps,
which must be performed:

1. Install INDeX CCM applications.

2. Setting SQL Server Configuration Information.

3. Install Windows NT Service Pack 6a.

Note

Once you have completed the installation of the INDeX CCM, ensure you REINSTALL
Windows NT Service Pack 6a, as detailed “Install Windows NT Server Service Pack 6a” on
page 17

Integration of INDeX CCM with INDeX Voice Manager

To integrate INDeX CCM with INDeX Voice Manager, there must only be one
Access Manager running within the system. In this case, the Access Manager must
reside on the Server Cassette.

For the installation of the INDeX Voice Manager, refer to the "INDeX Voice Manager
Installation and Maintenance Manual".

Since the Access Manager resides within the Server Cassette, to integrate INDeX
CCM with INDeX Voice Manager, you need to Disable the INDeX Access Manager
Service residing in the INDeX CCM Server PC.

1. After the INDeX CCM Server PC is restarted, from the Windows NT taskbar,
click Start, point to Settings and select Control Panel.

From the Control Panel options open, Services.

Select the INDeX Access Manager and then click Stop.

Click Yes to agree to stop the service.

With the INDeX Access Manager selected, click Startup.

From Service screen, click to select Disable as the Startup Type and then click
OK.

7. From Services screen, click Close and then exit Control Panel.

I S

Note
To enable the INDeX Access Manager Service, set the Startup Type to Automatic and then
restart the PC.
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INDeX CCM on Standalone Server PC

The required INDeX CCM applications are:
INDeX Access Manager

INDeX Delta Server

INDeX Wallboard Server

INDeX Report Manager

INDeX Taskbar

INDeX Network Administrator
INDeX Call Centre View

Noobkowd~

If integrating INDeX CCM with INDeX Voice Manager, follow the procedures
detailed in "Integration of INDeX CCM with INDeX Voice Manager" on page 52,
when installing the Access Manager.

When installing more than one Server Components there is a 2-minute time delay
between each Server application.

After having installed all the Server and Client Components:

1. from the INDeX Install Wizard, click Finish to end the INDeX Install Wizard.
Restart the PC.

2. ensure that all the files copied to Windows NT are up to the Service Pack 6a
level, by installing Service Pack 6a AGAIN as detailed in “Install Windows NT
Server Service Pack 6a” on page 17.

IT IS HIGHLY RECOMMENDED TO RESTART THE PC ONCE THE
INSTALLATION OF THE INDEX CCM APPLICATIONS IS COMPLETE.

Note 1:
After starting up the Server PC, it is necessary to Logon to it. This should be done no sooner
than 10 seconds after the Logon prompt is displayed.

Note 2:

After Logging onto a newly started Server PC, INDeX Taskbar, INDeX Access Manager, INDeX
Delta Server, Document Agent Server and INDeX Archiver will all start automatically. These
are all timed starts and this will take 1-2 minutes.
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INDeX CCM on Server PC/Client PC

For a Server PC/Client PC scenario the required INDeX CCM applications are:

Server PC:

1. INDeX Access Manager

2. INDeX Delta Server

3. INDeX Taskbar

4. INDeX Network Administrator

5. INDeX Report Manager

6. INDeX Wallboard Server
Client PC:

1. INDeX Taskbar

INDeX Report Client

INDeX Wallboard Client
INDeX Call Centre View
INDeX Network Administrator

o owd

If integrating INDeX CCM with INDeX Voice Manager, follow the procedures
detailed in "Integration of INDeX CCM with INDeX Voice Manager" on page 52,

when installing the Access Manager.

After having installed all the Server and Client Components:
1. from the INDeX Install Wizard, click Finish to end the INDeX Install Wizard.

Restart the PC.

2. ensure that all the files copied to Windows NT are up to the Service Pack 6a
level, by installing Service Pack 6a AGAIN as detailed in “Install Windows NT

Server Service Pack 6a” on page 17.

When installing more than one Server Components there is a 2-minute time delay

between each Server application.

IT IS HIGHLY RECOMMENDED TO RESTART THE PCs ONCE THE
INSTALLATION OF THE INDEX CCM APPLICATIONS IS COMPLETE.

Note 1:

After starting up the Server PC, it is necessary to Logon to it. This should be done no sooner
than 10 seconds after the Logon prompt is displayed.

Note 2:

After Logging onto a newly started Server PC, INDeX Taskbar, INDeX Access Manager, INDeX
Delta Server, Document Agent Server and INDeX Archiver will all start automatically. These
are all timed starts and this will take 1-2 minutes.
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INDeX CCM Server Applications

1.

With the Windows NT running, insert the INDeX Application CD in the CD
Drive. The auto run sequence executes the Installation.

[ INDeX Install Wizard x|

Thiz iz the IND e Client/Server Install program.. Pleaze check the banual
to enzure that this computer haz an appropriate specification for the
applications pou wizh to install.

—Syztem infarmation for thiz computer
Dperating System IMichSDIt Windows NT
Yersion [4.0Build 1381
Service Pack ISewice Pack 4
R 130 ME
CPU |Pentium

Werzion :1.15
System Buld  : Unknown

Note
INDeX CCM application's PC, requires a MINIMUM of 128MB of RAM for the Server PCs
and 64MB of RAM for the Client PCs.

Click Next the following screen appears:

[ INDeX Install Wizard ]

—Pleaze zelect the dive that containg the nstallation file

Thiz drive rmuzt contain the files necessany tao install the INDex
components

Thiz drive can be on the local machine [E.g. An Installation COY, or an
a remote drive [E.g. a CTIl Server Cazzetta]

Installation files can
be found on Dirive: I @

Werzioh :1.15

Syzbem Build  ; Unknown < Back Hext > Lancel
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3. Enter the CD-ROM Drive (e.g. e:\) and then click Next the following screen
appears, listing the Client and Server Components available for installation:

[ INDeX Install Wizard x|

—Fleaze chooze the component tppe pou wizh toinstall————————

= Server Components

Avallable Servers

INDex Agent begigt Server o
INDex Access Manager 1.
IMDeds CT Calltd aker Serve
INDexs CTI 2.0a14

Avallable Clents

IMND e Agent degist Client 1.
IND & Call Centre Wiew 1.2
INDex CT Calltd aker Client
INDex CT Integrator Client |

IMD e Mebworked Administ
IMD e NOCpro
Met Support Manager 3.73

IMDed Delta Server 1.0043
IMDex CT Integrator Serve
IMDex Queue Manager Ser

Met Support Manager 415 & INDex Fle_portManager'I.'I =
4 i I 3 4 i I 3

¢ Back |

Werzion :1.15
System Buld  ; WaAKT. 2a17

Mest = I LCancel I

4. Check that the Available Servers list includes the required Server applications.
5. Select Server Components and click Next, the following screen appears:

[ INDeX Install Wizard ]

—Pertfarm a full ar a reparr Installation?

In addition to server components, the full
inztallation will ovenarite all databagze and

t* Full Installation ! 0 LY
configuration files.

The upagrade inztallation will anly replace
the server components, leaving the

" Upgrade Installation database and configuration files intact.

Werzioh :1.15

System Build - VAAUK1 2217 < Back

Mest » LCancel
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6. Select Full Installation and click Next, the following screen appears:
[ INDeX Install Wizard x|

—Back up of server component

Before files are installed onto the server it iz recommended that the
Server is backed up

Without perfarming a back up, it will be impossible ta recowver any
information lost through an installation

Start Backup

Wersion 2115
Syzbem Build  ; WAALIK]D 2817

7. Click Next to proceed to the following screen.

[ INDeX Install Wizard <]

—The following server components will be nstalled

Server Component | System Statuz
[ |IMDex Agent Assist Server 1.0a15 Mot on Spstemn
[1IMDex Access Manager 1.1406 MHat on System
[JIMDes CT CallMaker Server 1.2 MHat on System
[1IMDex CTI 2.0a14 Mat on Spztem
[1IMNDex Delka Server 1.0443 Mat on Spztem
[1IMDEX CT Integrator Server 2.04 Mot on Spztem
[JIMDe¥ Queue Manager Server 1.3a0Mot on Systern
[1IMDex Report Manager 1,16 Mat on System
[CJIMDe Vaoice Manager Server 1.3a15Mot on Systemn b
g IMDex Yoice Recording Server 1.0aEMat on System ;I

|»

MOTE: Thesze Server components cannot be running
during an Installation

Werzion 21,15
System Build - VAAUK1 2217 cBack | Newt> | Cancel |

This screen displays the list of available INDeX Server Components as well as the
status of the existing server components on the Server PC.

Note

Picking one component may automatically select other components normally installed with
it. You can manually de-select those other components if not required. For example,
selecting INDeX Wallboard Server, you will notice that the INDeX Access Manager and INDeX
Delta Server are automatically checked.

System Status:
Not on System - The Server Component is not installed;

System is Current — The same version of the Server Component is already
installed;

System is Older — The Server Component is already installed and is a later version
of the one available for installation;

System Incompatible — The Server Component available for installation is not
compatible with other components already installed.
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8. Select the required Server Component(s) and then click Next to proceed to the
following screen:

[ INDeX Install Wizard x|

—Affected client component
Fleaze Mote: the Inztallation of Server Components could affect the
wiability of azzociated Client Components.

Fleaze ensure any Clients attaching ta the new Server components,
have the wersion numbers stated below:

A gentdzziztClhent 1.0a15 "

CallCentreiiew 1.23

| D extusuellient 1.2a08

|NDexoiceClients 1.3a15

M etworkSdminiztrator 1.1

MO0 Cpro 1.0 i

1| | »
Werzion :1.15 =
System Build : VAALUK1.2a17 ¢Back | Instal | Firish_|

9. The list of Client applications depends upon the Server applications that are
selected to be installed. Click Install. See the relevant sections for each
product installation.

Once all the Server Components have been installed, follow the instructions
detailed in "INDeX CCM Client Applications" on page 59 to install the Client
components.
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INDeX CCM Client Applications
If you have just completed installing INDeX CCM Server applications, the following
screen appears:

[ INDeX Install Wizard <]

—affected client component
Pleaze Mote: the Installation of Server Components could affect the
wiahility of agzociated Client Compaonents.

Pleaze ensure any Clients attaching to the new Server components,
hawe the version numbers stated below:

CallCentretfiew 1.23
MOCpro 1.0
R epartClient 1.16
allboardClient 1.16
1 | o]
Yersion (115 =
Inztall | Finizh |

System Buld — ;Waallkl 2a19

The list of Client applications depends upon the Server applications that are
selected to be installed.

Click Back till you reach the screen in step 3 (below) and follow the instructions from
step 4 on wards.

Otherwise:

1. Insert the INDeX Application CD in the CD Drive. The auto run sequence
executes the Installation Wizard.

Note
INDeX CCM application's PC, requires a MINIMUM of 64MB of RAM.

2. Click Next the following screen appears:

|G INDeX Install Wizard E3
—Fleaze zelect the dive that containg the Inztallation file
Thig drive muszt contain the files necesszany to inztall the INDex
companents
Thiz drive can be on the local maching [E.g. An Installation CO), or an
aremote drive [E.g. a CTl Server Caszette]
Inztallation files can
be found on Dirive: I @
Werzion :1.15
System Buld  : Unknown < Back Hext LCancel
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3. Enter the CD-ROM Drive (e.g. e:\) and then click Next the following screen

appears, listing the Client and Server Components available for installation:

[ INDeX Install Wizard x|

—Fleaze chooze the component tppe pou wizh toinstall—————————

= Server Components

Available Clents

Avallable Servers

IMND e Agent degist Client 1.
IND & Call Centre Wiew 1.2
INDex CT Calltd aker Client
INDex CT Integrator Client ;
IMD e Metworked Administ
IMD e NOCpro

Met Support Manager 3.73

INDex Agent begist Server o
INDex Access Manager 1.
IMDeds CT Calltd aker Serve
INDexs CTI 2.0a14

IMDed Delta Server 1.0043
IMDex CT Integrator Serve
IMDex Queue Manager Ser

Met Support Manager 415 & I
4 i I 3

INDex Fle_port tanager 1.1 'I
4 i I 3

Werzion

2115

Syzterm Buld  : WAALEKD 2a19 < Back | Mest I LCancel I
4. Click Next to proceed to the following screen:
[ INDeX Install Wizard ]

—Pleaze select the server associated with these client

The Clients must be azsociated with a Server Maching.

The IMDex install requires thiz information to check the version of any

dependent Server companents

T arget Server

M achine
Werzion :1.15
System Build - VAAUK1 2219 < Back Hext > Lancel
5. Click Search button, Browse for Computer screen .
6. Select the Target Server Machine (e.g. Archiversql), click OK.
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7. Click Next to the following screen:

[ INDeX Install Wizard x|

—Available Clent Componentz—— [~ Detail

INDeX Agent Assist
Llieht 1. (4 Client 1.0alb

N ww 1.23 -
INDE CT Callaker Client 1. INDek ﬂ%llegt q—‘*gs'st Clignt
Ua

IMDie CT Integrator Client 2.1

IMD & Metworked Administral Client Dependencies
IMD'e MOCpra

MHet Support Manager 3.73

Agentd zziztS enver

Met Support Manager 4.15 IND eV oices erver
IMD e Queue Manager 1.3al AccessManager
IMD e Report Client 1.16 IMDexCTI

IMDie Tazkbar 1.14
N e W nice, Clients 1 ﬂa'lilll
[~ . KN 2

Wersion 2115 =
System Build  : VAAUK1 2419 <Back | nstal | Firish |

This screen shows the list of Available Client Components plus a list of Client
Dependencies for whichever Client Component is currently highlighted. The
presence and version numbers of those Client Dependencies will be checked when
you install any of the Client Components.

Each of the Client Dependencies for the Client Component is checked.

- Ifitis compatible, no message appears.

- Ifa Client Dependency is not present or an incompatible version, then a
warning message will be displayed. Take a note of the message before
canceling installation by clicking on Finish. You will have to install the
missing dependency before installing the Client Components.

8. Select the required Client application and then click Install Client. See the
relevant sections for each product installation.

When all the INDeX CCM Client applications have been installed, click Finish to
close the INDeX Install Wizard and restart the PC..

Note

When installing INDeX CCM Client applications on Windows NT Workstation/Server, ensure to
reinstall Service Pack 6a as detailed in “Install Windows NT Server Service Pack 6a” on page
17.
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INDeX Wallboard Server
1. Once you clicked Install Servers, the Welcome screen appears.

2. Click Next a Restart message screen appears.
3. Click OK to complete the INDeX Wallboard Server installation.
4. Click Finish.

When installing more than one Server Component there is a 2-minute time delay
between each Server application.

INDeX Delta Server
With the installation of the INDeX Wallboard Server complete, the Delta Server
Welcome screen appears to indicate the start of the INDeX Delta Server installation
program:

1. From the Welcome screen, click Next to commence the installation, the
following screen appears:

Delta Server |

Digplay Agent Detailz 7

1w |

2. If you do not wish to view the Agent details in any of the INDeX CCM
applications (i.e. Call Centre View, Wallboard Server, Report Client) you must
click No.

3. If you wish to view the Agent details in any of the INDeX CCM applications (i.e.
Call Centre View) you must click Yes.

Note
This feature has been introduced for the German Market.

4. When the Installation Completed screen appears, click Finish to complete the
INDeX Delta Server installation.

When installing more than one Server Component there is a 2-minute time delay
between each Server application.
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INDeX Access Manager
With the installation of the INDeX Delta Server complete, the INDeX Access

Manager Welcome screen appears to indicate the start of the installation program.
1. From the Welcome screen, click Next to commence the installation.

Note
If integrating INDeX CCM with INDeX Voice Manager, follow the procedures detailed in

"Integration of INDeX CCM with INDeX Voice Manager" on page 52, when installing the
Access Manager.

When installing more than one Server Component there is a 2-minute time delay
between each Server application.
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INDeX Report Manager
With the installation of the INDeX Access Manager complete, the following screen
appears to indicate the start of the INDeX Report Manager installation program.

1. From the Welcome screen, click Next to commence the installation. During the
installation the following screen appears:

INDeX Archiver Setup |

@ “fou are about bo configure an INDek Archiver to 2000ME.

Confinue ¢

3. When installing this application for the first time, you MUST click Yes to
configure the INDeX Archiver to 2000MB. (This takes about 20 minutes).

4. When upgrading this application, follow the Release Notes associated with
Upgrading the INDeX Report Manager application. However if you click Yes,
the following appears:

INDeX Archiver Setup |

r'ou are about to configure an IMDex Archiver to 2000ME. but the databaze device
already existz. Do pou want to replace it 7

WARMING : ALL ¥OUR RECORDED CALL DATA WILL BE DELETED!

5. Click No, the database device will not be replaced and go to step 10.

Alternatively,
6. Click Yes the following screen appears:
INDeX ArchiverSetp |

& Do you wish to overwrite your existing Reparts Database 7

7. Click Yes to overwrite the existing Reports Database.

Alternatively;
8. Click No.

9. Once the INDeX Archiver database configuration is complete the following

screen appears:
INDeX Archiver Setup

Installation Complete.

10. Click OK.
11. Form the Installation Complete screen, click Finish.

When installing more than one Server Component there is a 2-minute time delay
between each Server application.
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INDeX Taskbar
1.

© N ook wN

From the INDeX Install Wizard screen, select INDeX Taskbar:

Click Install.

Select the required Setup language and then click OK.

From the Welcome screen, click Next to continue.

From Select Program Folder click Next to continue.

At the Microsoft comctl32.dll Update warning message, click OK to continue.
Click OK to proceed to the following screen:

Click Finish to complete the installation program.

INDeX Networked Administration

1.

N oo W N

From the INDeX Install Wizard screen, select INDeX Networked Administration.
Click Install.

Select the required Setup language and then click OK to continue.

Click Next to continue.

To install to a different directory, click Browse, and select another directory.

To install to the directory on the screen, click Next the following screen appears:
Click Finish to complete the installation.
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INDeX Call Centre View

1.
2.
3.

4.

6.

From the INDeX Install Wizard screen, select INDeX Call Centre View:
Click Install.
From the Welcome screen, click Next the following screen appears:

Middleware component required |

The IMDex install must be able to check if the IMD e ‘wallboard Server
1.19 iz compatible with the IMD e Call Centre Yiew 1.23

Fleaze type the remote machine name for IMDex wallboard Server 1.19
alang with the user name and pazswaord required to access this maching

ME. If no name iz given, 'guest’ will be the default uzer name

Maching Mame I @ |

Uszer name Iguest

Pazzword I

ok Cancel |

Middleware component checks the version number of the relevant Server
applications required when running the Client application.

Type the name of the PC where the Server application resides or click Search
and select from the list. Type Administrator as the User name and type the
Password if one specified. Click OK to continue. You will need to enter the
information twice depending upon the Server dependencies.

When installing this application on Window95/98 the following screen appears:

DCOMI8 for Windows 95 and Windows 98 |

@ 0k tainstall DCOMESE far Windaws 95 and "Windaws 937
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7. Click Yes to proceed to the following screen:

DCOMI8 for Windows 95 and Windows 98 !lil

Pleaze read the following licensze agreement. Pressz the PAGE DOWHN key
to zee the rest of the agreement.

[Microsoft ® DCOMS2 1.0 ﬂ

EMD-USER LICEMSE AGREEMENT FOR MICROSOFT
SOFTWARE

IMPORTAMT-READ CAREFULLY: Thiz Microgoft End-User Licenze
Agreement ["ELILA" iz a leqgal agreement between pau [gither an
individual ar a zingle entity] and Microzoft Corporation [*Microsaft™) for
the Microzoft software product identified above, which includes

computer software and may include aszociated media, printed

maternialz, and "onling" or electronic documentation ["SOFTwWARE
PRODUCT"]. By inztalling. copying, or athensize uzing the

SOFTWARE PRODUCT, pou agree ko be bound by the terms aof thiz
EUILA. IF pou do not agree to the termsz of thiz ELILA, do not install, j

Do you accept all of the terms of the preceding License Agreement? IF you
chooze Mo, Inztall will cloze. To install you must accept thiz agreement.

e Mo |

8. Click Yes to accept the License Agreement.
9. From the Installation Complete, click Finish to complete the installation.
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INDeX Report Client
From the INDeX Install Wizard screen, select INDeX Report Client:

Click Install.
From the Welcome screen, click Next to continue.

Middleware component checks the version number of the relevant Server
applications required when running the Client application.

5. Type the name of the PC where the Server application resides or click Search
and select from the list. Type Administrator as the User name and type the
Password if one specified. Click OK to continue. You may need to enter the
information twice depending upon the Server dependencies.

6. When installing this application on Window95/98 the following screen appears:

o np -~

DCOMAISB for Windows 95 and Windows 98 |

@ 0k toinstall DCOMAEE for Windows 95 and "Windows 337

7. Click Yes to proceed to the following screen:

DCOMAI8 for Windows 95 and Windows 98 !El

Pleaze read the following licenze agreement. Press the PAGE DOWH ke
to zee the rest of the agreement,

[Microsoft ® DCOMSE 1.0 -

EMD-LSER LICEMSE AGREEMEMT FOR MICROSOFT
SOFTWARE

IMPORTAMT-READ CAREFIILLY: Thig Microzoft End-lUser Licenze
Agreement ["ELILA" iz a legal agreement between you [gither an
indiaidual ar a zingle entity] and Microzaft Carparation [*Microsaft™)] for
the Microzoft zoftware product identified above, which inclides

computer zoftware and may include aszociated media, printed

materialz, and "'onling" ar electronic documentation ["SOFTWARE
PRODUCT"]. By inztalling. copying, or athenwize wzsing the

SOFTwWARE PRODUCT, wou agree to be bound by the terms of this
ELILA, IF pou do not agree ta the terms of thiz ELILA, do not install, j

Do you accept all of the terms of the preceding Licenze Agreement? IF pou
chooze Ma, [nstall will cloze. To install you must accept thiz agreement.

Yes Mo |

8. Click Yes to accept the License Agreement.
9. From the Installation Complete, click Finish to complete the installation.
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INDeX Wallboard Client
1. From the INDeX Install Wizard screen, select INDeX Wallboard Client:

2. Click Install.
3. From the Welcome screen, click Next to continue.
4

Middleware component checks the version number of the relevant Server
applications required when running the Client application.

5. Type the name of the PC where the Server application resides or click Search
and select from the list. Type Administrator as the User name and type the
Password if one specified. Click OK to continue. You may need to enter the
information twice depending upon the Server dependencies.

6. When installing this application on Window95/98 the following screen appears:

DCOMI8 for Windows 95 and Windows 98 |

@ 0k tainstall DCOMESE far Windaws 95 and "Windaws 937

7. Click Yes to proceed to the following screen:

DCOMI8 for Windows 95 and Windows 98 !lil

Pleaze read the following licensze agreement. Pressz the PAGE DOWHN key
to zee the rest of the agreement.

[Microsoft ® DCOMS2 1.0 ﬂ

EMD-USER LICEMSE AGREEMENT FOR MICROSOFT
SOFTWARE

IMPORTAMT-READ CAREFULLY: Thiz Microgoft End-User Licenze
Agreement ["ELILA" iz a leqgal agreement between pau [gither an
individual ar a zingle entity] and Microzoft Corporation [*Microsaft™) for
the Microzoft software product identified above, which includes

computer software and may include aszociated media, printed

maternialz, and "onling" or electronic documentation ["SOFTwWARE
PRODUCT"]. By inztalling. copying, or athensize uzing the

SOFTWARE PRODUCT, pou agree ko be bound by the terms aof thiz
EUILA. IF pou do not agree to the termsz of thiz ELILA, do not install, j

Do you accept all of the terms of the preceding License Agreement? IF you
chooze Mo, Inztall will cloze. To install you must accept thiz agreement.

e Mo |

8. Click Yes to accept the License Agreement.
9. From the Installation Complete, click Finish to complete the installation.
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Trouble Shooting
This section details how to correct many common problems, however as a last
resort read the appropriate manual.

INDeX CCM Installation
1. Whenever anything is loaded from the 1386 directory on a Windows NT4
installation CD, re-installation of NT4 Service Pack 6a is NECESSARY.

2. On the Server PC, ensure that the guest account is enabled. Also ensure that
the C drive is shared with the names ‘C’ and ‘SDXSHARE'.

3. If, for whatever reason, the Server PC has to be renamed from the default name
(ArchiverSQL), be aware that Microsoft SQL cannot be guaranteed to operate
correctly if a name that includes spaces is used. Also be sure to rename the
server fields in the ODBC system DSN’s for SDXArchiver as well as
SDXRepository.

4. Only pilot numbers are regarded to be DDI numbers. When reporting on DDI
numbers any DDI number that is not a pilot number cannot be reported on.

INDeX CCM Client applications
1. Itis possible that a Client application will NOT automatically find the INDeX
Access Manager/INDeX Delta Server, if the Client application and INDeX
Access Manager/INDeX Delta Server are on PCs on different networks. When
this happens, click the ‘Advanced button (from Find Server screen) and select
the option to enable the name of the PC running the INDeX Access
Manager/INDeX Delta Server to be typed in.

2. When using Microsoft Windows 98, for Client applications mapping a drive to
the C drive on the Server PC will speed up Server discovery.
3. When using a Global/Seltek Voice Manager for queuing which uses the

traditional pickup method, the number of calls presented along with the answer
time statistics for an agent/agent group may not be as expected.

INDeX Taskbar
1. After creating new Users on the INDeX Taskbar, the INDeX Taskbar on the
Server needs to be restarted. If an INDeX Wallboard Server is running on the
Server this will also need to be restarted.

INDeX Report Manager
1. If the IPX/SPX protocol is being used to connect the INDeX Report Client to a
server and the INDeX Report Client takes longer than a minute to start then try
changing the frame type.

2. To be sure that the INDeX Archiver is passing information into the database it is
a good idea to keep the status window displayed.

3. From the Document Agent Server Options screen, you MUST set the
Performance [Number of tasks allowed to run concurrently], attribute to 1. This
allows the overlapped scheduled reports, to run correctly.

INDeX Wallboard Server/Client
1 On the INDeX Wallboard Server/Client, scheduled messages can only be
removed from the schedule by a User with a higher access level than the User
that scheduled the message or by the user that scheduled the message. It
therefore follows that if a user with Administrator access rights has scheduled a
message then only that User can remove that message from the schedule.
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Change Server PC Name

Overview

Itis vital that the Server PC used to run the INDeX CCM modules is called
ARCHIVERSQL whilst installing the applications. Once the installation is complete,
change the PC name and workgroup name if desired, as detailed in this section,
prior to connecting the PC to the network.

The following procedure has to be performed after the INDeX CCM applications
have been installed on the relevant PCs. However you must ensure none of the
INDeX CCM applications are running.

Server PC

To change the Server PC name the following procedures have to be performed:

1.
2.

3.

Change the Server PC Name as detailed below

Change the ODBC Setting for both the SDXArchiver and SDXRepository
databases as detailed in “Changing the ODBC Settings” on page 74;

Register the new SQL 7.0 Server.

Change Server PC Name
If there is another ARCHIVERSQL PC on the Network, then install the INDeX CCM
applications without the PC plugged to the Network.

1.

No gk o

8.

From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel, double click Network,

From the Identification tab. Click Change.

Type your computer name as required. Click OK.

From the Identification tab, click OK to confirm.

When prompted, click Yes to restart the PC.

Once the PC has restarted the following screen may appear:

Error

@ Carinot reach repositony databaze.

Click OK. The following screen also appears:
1501 Server |

Your SOL Server inztallation iz either corupt or hag been tampered with [unknown
package id]. Flease remn Setup.

10. Click OK. You must register the new PC Server name.
11. Close all the INDeX CCM applications.
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Registering Server (SQL Server 7.0)

When you run SQL Server Enterprise Manager for the first time, it registers the local
server running SQL Server automatically. If you change the name of the PC Server,
you need to update the SQL 7.0 Setup files and run the Register Server Wizard to
register the new Server.

1.
2.

4.

~

Insert the SQL 7.0 Server CD in the CD ROM drive.

From the Microsoft SQL Server Automenu screen click Install SQL Server 7.0
Components.

From the Install SQL Server 7.0 Components screen select Database Server -
Standard Edition.

Ensure “Local Install - Install to the Local Machine” is selected and then click
Next, the following screen appears:

Setup |

@ Do you want ko upgrade ta Standard Edition [Recammended)

Click Yes to upgrade the SQL Server 7.0 Setup.
From Setup Complete screen, click Finish.
Click Exit to close the SQL Server Automenu. Restart the PC.

Once the PC is rebooted You must register the server before you can administer
and manage it by using SQL Server Enterprise Manager. When you register a
server, you must specify:

The name of the server.
The type of security used to log on to the server.
Your login name and password, if appropriate.

The name of the group where you want the server to be listed after it is
registered.

. From the Windows NT Taskbar, click the Start button, point to Programs and

Microsoft SQL Server 7.0 and then select Enterprise Manager.

Click (using the right hand mouse button) SQL Server Group and select New
SQL Server Registration, the Register SQL Server Wizard Welcome screen
appears, from which click Next to proceed to the following screen:

Select a SAL Server
Select or type the name of one ar more servers in the Available servers bow.

Lyailable servers Added zervers

Add » |
< Bemove |

< Back I et | Cancel |
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3. Click Add and then click Next to proceed.

4. From Select an Authentication Mode screen, click to select SQL Server
Authentication, and then click Next to proceed to the following screen:

Register 5QL Server Wizard

Select Connection Option
WWhen you connect uging SOL Server account information vou can store pour login name and
paszword ar provide it each lime you connect.

(¥ Login automatically using my SOL Server account information,

Login narne: |

Password: |

" Prampt for the SAL Server account infarmation when connecting.,

< Back | Cancel

5. Type sa as the Login name and then click Next to proceed.
6. Ensure SQL Server Group is selected and then click Next to proceed.
7. Click Finish to connect the new server, the following screen appears:

Reqgister SAL Server Messages

Server regiztration completed.

To change settings for any SEL zerver that was not regiztered successfully,
zelect the server and then click the Properhies button. To stop the server
reqiztration, click the Stop button, [Mate: Serverz already registered will remain
registered. Any remaining unregistered servers will not be registered.]

Cloze

8. Once the Server Registration is complete, click Close.

9. To start SQL Server automatically, select Automatically start SQL Server when
connecting.
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Changing the ODBC Settings

Ensure you perform the following procedure for both the SDXArchiver and
SDXRepository System Data Sources.

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.

2. From the Control Panel, open ODBC, and click System DSN tab, the following
screen appears:

&1 0DBC Data Source Administrator E E |

User DSH  Spstem DSN | File DSNI Driversl Tracingl Connection F'-:u:nlingl About I

System D ata Sources;

M ame | Diriveer |
LocalSerer SOL Server Bemove
SOeArchiver SOL Server
SD=Repositary  SOL Server Coanfigure...

1l

An ODBC Syztem data source stares infarmation about how to connect ba
the indicated data provider. & System data zource iz visible to all wzers
an this machine, including NT zervices.

k. I Cancel ] Help

The System DSN Tab adds, deletes, or sets up data sources with system DSNs.
These data sources are local to a computer, rather than dedicated to a user. When
the computer's name changes, you must also change the settings of the data
sources. The system, or any user having privileges, can use a data source set up
with a system DSN.

Note

System data sources lists all the system DSNs that includes the name of each DSN and the
driver associated with the DSN. Double-clicking a system DSN displays the driver-specific
data source setup dialog box.
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Server PC

10.

11

12.
13.

Select the SDXArichiver and then click Configure.

Note

Configure - Displays the driver-specific data source setup dialog box that enables you to
change the configuration of an existing system data source. You must select the name of
a system data source from the list before choosing the Configure button.

In the Description box, enter the new Server name (e.g. if the PC name has
been changed to ARCHIVERSQL123, then in the above screen, SDXArchiver
on server ARCHIVERSQL changes to SDXArchiver on server
ARCHIVERSQL123).

In the Server box, enter the new server name (e.g. ARCHIVERSQL123), click
Next, the following screen appears:

Ensure “With SQL Server authentication using a login ID and password entered
by the user” is selected.

Enter the Login ID as sa, leaving the Password field blank.
Click Next, ensure SDXArchiver is selected, click Next.

Ensure “Let SQL Server ODBC driver choose the translation method” is
selected.

Click Next and then click Finish.

. Click Test Data Source to ensure the configuration is created and then click OK.

Note
You MUST ensure to repeat the above procedure for the SDXRepository Data Source.

From the ODBC Data Source Administrator screen, click OK.
Switch the PC off, connect the PC to the Network, and switch the PC back on.
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Client PC (Windows NT Workstation)

Once the Server PC name has changed, you must change the ODBC settings of the
SDXArchiver and SDXRepository databases as detailed in "Changing the ODBC
Settings" on page 74.

Client PC (Windows 98)

When you change the name of the Server PC, the you also need to make the
relevant database changes on the Client PC. This is vital when running the INDeX
Report Client.

Ensure you perform the following procedure for both the SDXArchiver and
SDXRepository System Data Sources.

1.

From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel, open 32bitODBC, and click System DSN tab, the
following screen appears:

E10DBC Data Source Administrator

UserDSN  System DSN | File DSM | ODEC Diivers | Tracing | About |

Swztemn Data Sources:

| Diriveer I
SOL Server

H ame

Bemove

SDArchiver

SR epositary SOL Server

1l

Configure...

An ODBC System data source stores information about how to connect o
the indicated data provider. & Spstem data source iz vizible to all users
an thiz machine, including NT zervices.

o ]

Help

Cancel | [ |

Select the SDXArchiver and then click Configure.

In the Description box, enter the new Server name (e.g. if the PC name has
been changed to ARCHIVERSQL123, then in the above screen, SDXArchiver
on server ARCHIVERSQL changes to SDXArchiver on server
ARCHIVERSQL123).

In the Server box, enter the new server name (e.g. ARCHIVERSQL123), click
OK.

Note
You must ensure you repeat the above procedure for the SDXRepository Data Source.

From the ODBC Data Source Administrator screen, click OK.
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PC Upgrade

Overview

The INDeX Contact Centre Manager supports a minimum of 5 (using SPC5)
concurrent supervisor positions. However you can increase the number of clients,
by upgrading to either the SPC10 or SPC20.

This section explains, in detail, the procedures of transferring the relevant data as
well as the SDXArchiver and SDXRepository database from a lower Server PC
specification to a higher Server PC specification (e.g. SPC5 to SPC10/SPC20).

The same procedure is applicable when transferring the data from an earlier version
of the INDeX CCM Server PC to SPC5/10/20.

To upgrade to a higher Server PC specification, as your Server PC within the
network, you need to:

- Change the name of the Source PC as detailed in “Change Server PC Name”
on page 71

- Transfer the Wallboard Server Database from Source PC to Destination PC;

— Copy INDeX Call Centre View folder from Source PC to Destination PC;

- Copy INDeX Taskbar Login Data folder from Source PC to Destination PC;

— Transfer the SDXArchiver Database from Source PC to Destination PC.

Note
During this process you must ensure NONE of the INDeX CCM applications are running.

INDeX Wallboard Server Database Transfer

1. From the Source Server PC, map a drive to the Destination Server PC (e.g.
\\newserver\c) as detailed in "Map Network Drive" on page 41.

2. From the Source Server PC, using Windows NT Explorer, copy "SDXWB.ini"
‘DEVICES.mdb", "WALLBRD.mdb" and "AggregateVars.mdb" to the same
location on the Destination Server PC (i.e. C:\lucentt WBSERVER).

INDeX Call Centre View Database Transfer

1. From the Source Server PC, map a drive to the Destination Server PC (e.g.
\\newserver\c) as detailed in "Map Network Drive" on page 41.

2. From the Source Server PC, using Windows NT Explorer, copy LANGUAGES,
MUGSHOTS and OPERATOR folders to Destination Server PC (i.e.
C:\lucent\CCV).

INDeX Taskbar Logln Data Transfer

. From the Source Server PC, map a drive to the Destination Server PC (e.qg.
\\newserver\c) as detailed in "Map Network Drive" on page 41.

2. From the Source Server PC, using Windows NT Explorer, copy DATA folder to
Destination Server PC (i.e. C:\SDX\Data).
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Administering Database

Backing Up and Restoring Overview

The backup and restore component of Microsoft® SQL Server™ provides an
important safeguard for protecting critical data stored in SQL Server databases.
Backing up and restoring a database allows for the complete restoration of data
over a wide range of potential system problems:

e Media failure
If one or more of the disk drives holding a database fail, you are faced with a
complete loss of data unless you can restore an earlier copy of the data.
e User errors
If a user or application either unintentionally or maliciously makes a large
number of invalid modifications to data, the best way to deal with the problem
may be to restore the data to a point in time before the modifications were
made.
e Permanent loss of a server
If a server is disabled permanently, or a site is lost to a natural disaster, you
may need to activate a warm standby server or restore a copy of a database to
another server.
Additionally, backing up and restoring databases is useful for non-system problems,
such as moving or copying a database from one server to another. Backing up a
database from one computer, and restoring the database to another can make a
copy of a database made quickly and easily.

Backing Up a Database

Backing up a database makes a copy of a database, which can be used to restore
the database if it is lost. Backing up a database copies everything in the database.
A backup operates like a fuzzy snapshot taken of a database :

A database backup records the complete state of the data in the database at the
time the backup operation completes.

Restoring a Database

Restoring a database backup returns the database to the same state it was in when
the backup was created. Any incomplete transactions in the database backup,
(transactions that were not complete when the backup operation completed
originally), are rolled back to ensure the database remains consistent.
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Creating Database Backup

When creating a database backup, the backup operation copies only the data in the
database to the backup file; it does not copy out unused space in the database.
Because the database backup contains only the actual data in the database, not

any empty space, the database backup is likely to be smaller than the database
itself.

If you are producing database backups only, the backup interval should be long
enough to keep the backup overhead from affecting production work, yet short
enough to prevent the loss of significant amounts of data. Databases that do not
contain critical data and have few modifications can be backed up on a weekly or
biweekly basis. Data that is more critical or more volatile may need to be backed up
daily, or even more frequently. Some databases that are usually read-only may
need to be backed up only after a periodic refresh with new data.

Note

If any files are added or removed from a database, a database backup should be created
immediately.

Database - Complete

During the installation of the Report Manager, Backup administration is configured
and the SDXArchiver database is automatically backed-up in the D:\MSSQL?7 drive.
To change the location of the backup destination to the Tape Drive, perform the
following procedure.

Note

Ensure the Tape drive is already installed to be able to change the destination of the
database backup drive.

1. From the Windows NT Taskbar, click the Start button, point to Programs and
Microsoft SQL Server 7.0 and then select Enterprise Manager, the following
screen appears:

-i'"i SOL Server Enterprise M anager [_ (O] x]
LConzole  Window  Help

T Comole Moo S0 Sorvers ]
J Action  Wiew  Tools |J‘- »||Q|@|J;k—|~\|§ I

1 Item

g

; SOL Server
%) ARCHIVERSOL [windows MT) Group

INDeX Contact Centre Modules Page 79
Installation & Maintenance 38HBKO00001SCM - Issue 11 (05/01)



Administering Database

Creating Database Backup

2. Highlight the Server item (i.e. ARCHIVERSQL in the above screen) on the
explorer tree and then from Tools menu, select Backup Database, the

following screen appears:

SOL Server Backup - |
General | I:Ip[igngl
% Dratabaze:
Marne; Imaster backup
Dezcription; I
Backup
¥ [atabaze - complete
) [Watabaze - differential
=) Transaction lag
=1 Eile and filegraum: _I
Deztination
Backup to: " Tape 1 Disk
Add...
E EmEye |
[Eartents. . |
Owvenarite
= Append to media
& Overwiite existing media
Schedule
[ Schedule: I _I
()% I Cancel | Help |

3. Using the pull down arrow associated with Database field, select SDXArchiver

4.

database.

From the list of Backup options, ensure Database — complete is selected. This
is recommended when backing up the database for the first time. Refer to
‘Database - Differential” on page 81 to select the Differential Backup option.
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Creating Database Backup

5. Click to select Tape for the Backup Destination and then click Add. Click to
select Tape and then from the pull down arrow select Tape as displayed in the
following screen:

Choosze Backup Destination |

Chooze the file name or backup device to uze for the
backup operation. Backup devices can be created for files
that yau uze frequently.

[\ T ape0 =l
" Backup device: I j

6. Click OK.

7. From the SQL Server Backup screen, select Overwrite — Append to media
option. Click OK.

8. Once the database has been copied, the following screen appears:

SAQL Server Enterprize Manager Ed |

@ The backup operation has been completed successfully.

9. Click OK.

Database - Differential

You can supplement database backups by using differential database backups that
record only the changes made to the database after the last database backup. For
example, you can create a database backup nightly, and create differential
database backups at shorter intervals, such as every four hours.

Each differential database backup records all modifications made to a database
after the last database backup, not just the changes made after the last differential
database backup. If you create a database backup, followed by multiple differential
database backups, you do not have to restore the database backup followed by all
of the differential database backups; you only have to restore the database backup
and the last differential database backup created.

Perform the procedure detailed in the “Error! Reference source not found.” on
page Error! Bookmark not defined., however select Database - Differential as
the Backup option.
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Automatic Backup

You can automate administrative tasks using SQL Server Agent jobs. You define
the job one time, yet you can run it many times.

By default the SDXArchiver database is automatically backed up on to the
D:\MSSQL?7 disk drive. This section details the procedure required to automatically
enable the Tape drive as the backup device. Once the Automatic Tape Drive
Backup has been enabled it is advisable that you disable the backup jobto disk
drive as detailed in this section.

1. From the Windows NT Taskbar, click the Start button, point to Programs and
Microsoft SQL Server 7.0 and then select Enterprise Manager, the following
screen appears:

T‘ﬁ SOL Server Enterprise Manager M=l I

Congole  ‘Window  Help

?ﬁ Conszole Root\Microsoft SOL Servers

J Action  View Tools “ =y | | ! | @
1 Item

D Conzole Root
=T soft SOL Servers

. SOL Server Group SOL Server
%) ARCHIVERSAL Mwindows NT) Group

| E RN N #

2. Click the Server item (i.e. ARCHIVERSQL in the above screen) on the explorer
tree, then click Management folder, from which SQL Server Agent and then
click Jobs as shown in the following screen:

i 50L Server Enterprise Manager - [Console Root\Microsoft SOL Servers\SAL Server Group\ARCHIVERSAL (Windows NT)\ __ [H[=] E3

J% LConzale  Window  Help |;|i|5|
| tcton View Toos || o Blm| 2@ 2]k AN BO B !
| |5 Items

[:I Congole Root Marme | Categary | Enabled |
El" Micrasaft SOL Servers Check Space Used in SDXArchiver [Uncategonized [Local]] Yes

Eﬁ SOL Server Group
=-FR ARCHIVERSTL (windows NT)

DB Digk Backup Job for DE Maintenance Plan "S0DEAchiver’ Databaze Maintenance  ves
) DE Tape BackupJob for DE Maintenance Plan 'SDxérchiver’  Database Maintenance  No
{:l Databases ) ) Integrity Checks Job for DB Mairtenance Flan 'SD¥Archiver  Database Martenance  Yes
D Daata Transtormation Services Optimizations Job for DB Maintenance Plan 'SDAchiver’ Databasze Maintenance  Tes
B+ Management

E@ SOL Server Agent

O Herts

i) Current Activity
[ atabasze Maintenance Plans
SOL Server Logs
4] Web Publishing
-2 Security
-3 Support Services P | |
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3. Click “DB Tape Backup Job for DB Maintenance Plan ‘SDXArchiver” (using the
right hand mouse button) and select Properties, the following screen appears:

Hame:

DB Tape Backup Job for DB Maintenance Plan "SDXArchiver’ Properties - ABCHIYVERSGL

General |Steps I Schedulesl Matifications

IDB Tape Backup Job for DB Maintenance Flan 'S0 Soucer  [local)
Created: 18/05/00 17:01:10 [~ Enabled % Target local server
Category: IDatabase Maintenance j _I ) Tzl v
Owner: ISDW-\rchiver ﬂ
Description:  [Mo description available, ;I
[
Last modified:  18/05/00 17:01:10 [Ehane.. |

Cancel | L | Help |

o |

4. Click to select Enabled, click Apply and then OK.
5. To disable the Disk Backup, click “DB Disk Backup Job for DB Maintenance
Plan ‘SDXArchiver” (using the right hand mouse button) and select Properties,

the following screen appears:

Hame:

DB Disk Backup Job for DB Maintenance Plan "SDXArchiver’ Properties - ARCHIYERSQL

General |Steps I Schedulesl Matifications

IDB Disk Backup Job for DB Maintenance Plan 'S0

Source:  [local)

Created: 18/05/00 17:01:10 ¥ Enabled % Target local server
Category: IDatabase Maintenance j _I ) Tatsar kil ariers
Owner: ISDW-\rchiver ﬂ
Description:  [Mo description available, ;I

[~

Lazt modified:  18/06/00 17:01:10

[Ehane.. |

Cancel | L | Help |

o |

6. Remove tick from Enabled, click Apply and then OK.
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Backup to a Remote Device
To enable the backing up of a SQL database to a remote backup device residing on
a Windows NT PC the following procedures must be carried out:

On the Source SQL Server PC:

1.

3.

Using User Manager, create a New User and grant the newly created User the
rights to log on as a Service;

For any NTFS drives that contain SQL files or SQL devices, ensure that the
Newly created user has the right to read, write, execute and delete

Configure the MSSQLServer Service.

On the Destination Windows NT PC

1.

Using User Manager, create a New User (with the same name as the one on
the Source PC), specifying a password if desired;

Configure the Drive/Directory, in which the backup device is to reside, to be
shared;

For any NTFS drives that contain SQL files or SQL devices, ensure that the new
user has Full Control Access;

Using the SQL Server 7.0 Enterprise Manager, configure the Backup Database
as detailed in “Creating Database Backup” on page 79, ensuring the destination
backup device is set to this PC.

Create a New User

User Manager enables you to manage security for a computer running Windows NT.
With User Manager, you can create and manage user accounts, create and manage
groups and manage the Windows NT's accounts (passwords), user rights and
auditing policies.

1.

N o ok

From the Windows taskbar, click Start, point to Programs and from
Administrative Tools (Common), select User Manager.

From the User menu, select New User, the following screen appears:
Type the appropriate information:

- In Username, type a user name;

- In Full Name, type the user's complete name;

- In Description, type a description of the user or the user account;

- In both Password and Confirm Password, type a password of up to 14
characters (if desired);

Note
A user name cannot be identical to any other user or group name of the computer being
administered.

Click to clear User Must Change Password at Next Login.
Click to select User Cannot Change Password and Password Never Expires.
Click Add and then click Close..

From the Policies Menu, select User Rights. Click to select Show Advanced
User Rights.

Click OK. From the User menu, select Exit to close the User Manager
application.
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Configure the NTFS Drive

1.
2.

Double click My Computer.

Click (using the right hand mouse button) the NTFS Drive (that contains SQL
Devices and Database), select Properties from the pull down menu.

Click the Security tab and click Permissions, ensure that the newly created user
has Full Control Access (i.e. the right to read, write execute and delete).

4. If the newly created user name is not listed, click Add.

6.
7.

From Add Users and Groups screen, select the new user name and then select
Full Control for Type of Access. Click OK.

From Directory Permissions screen click OK.
From Drive Properties screen, click OK. Close My Computer.

Configure MSSQLServer Service

1.

ook w

From the Windows NT taskbar, click Start, point to Setting and select Control
Panel.

From the Control Panel, double click Services. Select MSSQLServer and then
click Startup.

By default, this service is set to Log On As: System Account.

Click to select This Account. Click El Add User screen appears.
Select the new user name, click Add and then OK.

Enter the User's Password (if one was specified) and Confirm Password and
then click OK.

With the MSSQLServer service highlighted click Stop and then click Start.
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Restoring a Database Backup
Restoring a database backup returns the database to the same state it was in when
the backup was created. When restoring a database, SQL Server re-creates the
database and all of its associated files automatically by performing these steps:

1.

All of the data from the backup is copied into the database; the rest of the
database is created as empty space.

Any incomplete transactions in the database backup, (transactions that were not
complete when the backup operation completed originally), are rolled back
(undone) to ensure the database remains consistent.

This process ensures that the restored database is a copy of the database as it
existed when the backup operation completed, except that all incomplete
transactions have been rolled back. This is required to restore the integrity of the
database.

Additionally, to prevent overwriting a database unintentionally, the restore operation
can perform a safety check automatically. The restore operation fails if:

The database named in the restore operation already exists on the server and
the database name does not match the database name recorded in the backup
set.

The database named in the restore operation already exists on the server but it
is not the same database as the database contained in the database backup.
For example, the database names are the same but each database was created
differently.

One or more files need to be created automatically by the restore operation
(regardless of whether the database already exists) but files with the same file
name as those that need to be created already exist.

These safety checks can be disabled if the intention is to overwrite another
database.
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This section details the procedure that is required to restore the database from the
Tape Drive.

1.

From the Windows NT Taskbar, click the Start button, point to Programs and

Microsoft SQL Server 7.0 and then select Enterprise Manager, the following

Screen appears:

-';T SAL Server Enterprise Manager

I [=] 5 |
Console  Window  Help
% Conzole RootwMicrosoft SOL Servers

chtmn View  Tools |J¢- #|||§'|@|J$k—|:‘\|5’§ 33%

=1 =

|1 Item

D Congole Root
E|" ft S

g

SOL Server
1%) ARCHIVERSOL [windows NT] Group

Highlight the Server item (i.e. ARCHIVERSQL in the above screen) on the

explorer tree and then from Tools menu, select Restore Database. Select the

SDXArchiver database as shown in the following screen:

Restore database

General | Dp[ignsl
% Bestore as database: ISDK-’-‘uchiver

Restore:

¢ Databasze " Filegroups or files " From device
— Parameters

Show backups of database:

First backup ta restore:

I 16/05/00 171:04:57 - SDArchiver backup

= Bt it tinie restore: |

B

Restore | Type |Backup setdate |Size |Festare from |Backup set name
@ 16/05/0011:0..  49.. “\ATapel

SCxArchiver backup

1]

Broperties |

(]9 I Cancel

Help

3. Click OK.

4. Once the Restore of the database is complete, the following screen appears:

SOL Server Enterprize Manager E

@ Restore of database 'SD=Archiver' completed successiully.

5. Click OK.
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Restoring a Database to a Different PC

This is to help those who are attempting to restore a previously backed up database

onto a different machine. The following steps should be completed from the new

machine within SQL Enterprise Manager after you have restored the database.

3. Within Enterprise Manager expand the Security folder.

4. Click on Logins and then Right mouse click on the SDXArchiver and select
properties.

5. Click on the Database Access Tab.

6. Tick the box next to SDXArchiver. Whilst this is highlighted ensure that the two
boxes 'PUBLIC' and 'DB_OWNER' are checked in the lower half of the window.

7. Tick the box next to SDXrepository. Whilst this is highlighted ensure that the
two boxes 'PUBLIC' and 'DB_OWNER' are checked in the lower half of the
window

8. Close the properties window, exit SQL Enterprise Manager.

Expand a Database

Microsoft® SQL Server™ can expand a database automatically, according to
growth parameters defined when the database was created. However this feature
is disabled during the installation of the INDeX Report Manager. You can manually
expand the SDXARCHIVER database by allocating additional file space on an
existing database file

When expanding a database, you must increase the size of the database by at least
1 megabyte (MB). When a database is expanded, the new space is made
immediately available to the data file.

During the INDeX Report Manager installation, 2GB database is created on the D:\
drive. Itis advisable to increase the size of the database as follows:

- For SPC5 expand the database to: 5GB

- For SPC10 expand the database to: 20GB

- For SPC20 expand the database to: 41GB

When the database is 80% full you will be presented by a Free space Disk warning.
Once it gets to 95% another message is displayed warning you that it will start
clearing the oldest day’s data.

This section details the procedure required to expand the SDXArchiver database.
1. From the Windows NT Taskbar, click the Start button, point to Programs and
Microsoft SQL Server 7.0 and then select Enterprise Manager.

2. Expand the Server group (i.e. SQL Server Group), expand the Server (i.e.
ARCHIVERSQL) and then the Databases, as displayed in the screen on the
following page:
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-.‘L“ S0L Server Enterprize Manager M=l E3
Conzole  Window  Help
-'qtn Console Rooti\Microsoft 50L ServersA\SOL Server GroupVARCHIVERSOL [Windows NT\D atabazes\SDXArchiver
J Action  Wiew  Tools H = -|'||>< |@ |J%l,(— ':fi\| B mﬁa
|:| Conzale Roat m Tables & Indexes Space Allocated =
E|-- Microsoft SOL Servers
Elﬁ SOL Server Group
=8 ARCHIVERSOL [Windows NT) .
501 Databsses SDXArchiver
; master
model
mzdb
Morthwind o .
ﬁi Database wner *
K Date created: ig;gg,fgg
.22 Diagrams database properties T
~[=] Tables view database diagram Size: 31MB
i Wiews shrink database Space available: 25.14MB
-4 Stored Procedures import data Database options: normal
i Users export data Number of users ]
-3 Roles generate SQL scripts
----- ™ Rulez
E Defaults
----- ﬂ Uzer Defined Data Types Ej\ e

3. Click (using the right hand mouse button) SDXArchiver and then select
Properties, the following screen appears:

SDXArchiver Properties E

General | Tranzaction Ll:ngl Dpliunsl F'ermissinnsl

Hame:  SDi=Archiver

Databaze files

File name Space Allocated [ME] | File group
g PRIMARY

File properties

— Automatically grow file

File grawith b axirnuim file size
% [ megebytes; 1 ﬂ & U nresticted flegrawth
=) Byipercent: 10 ﬂ £ Festict fegravith (FME]: |31 j

0k I Cancel | Apply | Help |

4. Inthe Space Allocated (MB) enter the appropriate number, click Apply and
then click OK.
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INDeX Telephone System

Requirements

This section assumes that the installer is familiar with the basic programming of the
INDeX Telephone System and the INDeX Programming manual is available.
— INDeX Telephone System Software must be Level 8.0+.

- When using INDeX CCM applications, you can only use INDeX 2050/DT5
Handsets with ACD Agents logged on and Turret devices. However INDeX
Report Client obtains information on all devices.

— Server Licence numbers for INDeX applications are:

Server Licence No. | INDeX CCM application
23 INDeX Call Centre View
24 INDeX Wallboard Server
25 INDeX Archiver
27 INDeX Report Client
28 INDeX Report Designer
29 Agent Numbers (5)
30 Agent Number (1)

Agent Licence Pack

The relevant agent Licence pack is required if information on individual agent's
status and activity is to be displayed on INDeX Call Centre View screens as well as
Wallboard devices.

The relevant agent Licence pack is required if information on individual agent's
status is to be reported upon by the INDeX Report Manager.

Call Activity is available for all INDeX users without the Agent Licence Pack.

Naming Directory Numbers

Since the INDeX Telephone System programming is reflected within the INDeX
Contact Centre Manager applications, it is important to name the directory numbers
(i.e. Agents, Groups, Trunks, DDls, etc).

It is also highly recommended that the directory number names be unique to aid
identification of specific directory number within the Standard Reports.

Where directory numbers of a specific type are unnamed, or where more than one
directory number as a specific type has the same name, the Standard Reports will
group data for those directory numbers as a single entity (e.g. all unnamed agents
will be grouped together as a single agent called "No Name", and all DDIs named
"Company DDI" will be grouped together as a single DDI called "Company DD,
etc.).
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If the directory numbers have not been named, then the terminology for the
directory numbers implemented in the INDeX Contact Centre Manager applications
is:

Agent — ACD Agent (XXXX*) = XXXX

Group - Agt Group (XXXX) — XXXX

Trunk Grp — Trunk GP (XXXX) — XXXX

Tie Line (Trunk) — Tie Line (XXXX) — XXXX

DPNSS (Trunk) - DPNSS (XXXX) — XXXX

DASS (Trunk) — DASS (XXXX) — XXXX

Alog (TWC) - Alog (TWC) (XXXX) — XXXX

Pilot (Trunk) — Pilot (XXXX) — XXXX

* Where XXXX is the directory number.

Group Reporting

When configuring the INDeX it is important to understand how calls are attributed to
groups on the Call Centre View, Wallboards and Report Manager.

INDeX-Net in the Contact Centre Environment

Staff Management is a LOCAL issue hence all real time and historic analysis for
teams will require local CCM'’s.

Traffic Management is a GLOBAL issue. Therefore in an INDeX-Net configuration
calls waiting across an entire network (queued) are displayed on all Call Centre
View implementations across INDeX-Net.

Call Centre View and Wallboard Manager

The INDeX Call Centre View and Wallboard Manager products report on groups
directly derived from the INDeX Database. Agents and Trunks may be reported on
in as many groups as they are members of within the INDeX. It is important however
to understand how statistics for these groups are derived and it is important for the
user of the system to understand these reporting structures. These are defined
below

Call Totals and average durations for Groups are calculated by totalling the
statistics for the members of group. Should an agent or group be a member of
multiple groups, their call totals will appear in multiple groups.

Lost Calls are only attributed to the initial target agent group i.e. Initial INDeX ring
group. Lost calls are also attributed to Trunk Lines, Trunk Groups and Pilot
Numbers.

Agent Status Information for a group shows the number of agents or trunks within a
given group, which are in each state.

Agent Statistics for:

Calls Waiting, PCA, GOS, Longest Wait, LWait (Ans), L Wait (Lost),
Overflowed to/From statistics are only incremented for calls which are directly
presented to that agent group. That is they only increment where the agent
group is used for Call routing purposes.
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Trunk Statistics for:

Calls waiting and Lost are calculated by totalling the statistics for the members
of the trunk group.

PCA and GOS are calculated for each trunk group after totaling answered calls
(plus lost for GOS) for the members of the trunk group.

LWait (Lost) and LWait (Ans) reflect the longest wait of all those logged
against any member of the trunk group.

INDeX Report Manager

The INDeX CCM has two concepts for historic reporting that cater for different views
a supervisor may require of their contact centre. One type of report referred to as
‘Target’ reports, provides analysis based on where the call was presented and
relates closely to the manner in which the INDeX call routing has been configured.
The second type of report, referred to as ‘collective’ reports, is based on arbitrary
sets of agents and need not necessarily correspond to the manner in which switch
call routing is programmed.

INDeX CCM Reporting characteristics associated with INDeX Voice Manager
The following conditions apply to the initial answer/ lost segment of calls which were
first presented to the Voice Manager (VM) (e.g. Voice Mail front ended systems):

1. Trunk/DDI - Call remains unanswered until answered by non-Voice Manager
device or if terminated within 3 party Voice Mail, or encountered an
"Answered" flag in INDeX Voice Manager.

2. 3 Party Voice Mail — Answered if Voice Mail connects, lost by Voice Mail if
caller hangs up before Voice Mail can answer.

3. INDeX Voice Manager — Calls will only be registered as answered when the
INDeX Voice Manager has successfully processed the call (passed an
"Answered" flag in Call Flow)

Note
A call, which is first connected to INDeX Voice Manager but not deemed answered by VM, will
be considered lost, but not refused if terminated during first connection to IVM.

4. Agent/Agent Group — Designation of answered and lost calls is directly
dependent upon clause 1.

5. If a call was lost whilst being transferred by Voice Manager, the lost call
statistics will be designated to the transfer target. Calls lost whilst alerting or
connected to Voice Manager will be deemed lost by the Voice Manager device
or group.

6. A call successfully transferred by Voice Manager will be treated as a new
incoming call by trunks, DDI and Agents, but transferred by Voice Manager
devices.
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Tie Line Statistics
Tie Line Statistics are presented from the perspective of the INDeX Telephone

System to which Access Manager/Delta Server is connected.

Statistics for Tie Lines and groups of Tie Line reflect traffic across respective
directory numbers (trunk and trunk groups).

Each of the following tables represent a different call category as indicated in top left
hand corner (e.g. Internal Answered, Incoming Answered, etc.).

The information in all boxes reflects the effect of the relevant call category on the
statistics in each of columns for the call party represented in the rows.

Internal Tie Line

The relevant rows (i.e. Source or Recipient) are dependent upon the direction of the

call.
Internal Answered Status | Presented | Answered | Avgl/C | Lost | Refused | Outgoing [ AvgO/G | Internal
Source Agent Outgoing N/A N/A N/A N/A N/A N/A N/A From(+1)
Source Tie Line Outgoing N/A N/A N/A N/A N/A N/A N/A N/A
Recipient Tie Line Incoming N/A N/A N/A N/A N/A N/A N/A N/A
Recipient Agent Incoming N/A N/A N/A N/A N/A N/A N/A To(+1)
Internal Unanswered| Status | Presented | Answered | Avgl/C | Lost Refused | Outgoing | Avg O/G Internal
Source Agent Outgoing N/A N/A N/A N/A N/A N/A N/A N/A
Source Tie Line Outgoing N/A N/A N/A N/A N/A N/A N/A N/A
Recipient Tie Line Busy N/A N/A N/A N/A N/A N/A N/A N/A
Recipient Agent Ringing N/A N/A N/A N/A N/A N/A N/A N/A

N/A — Not Applicable;

+1 - Incremented by 1;
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External Calls To/From Remote Tie Line

Switch 'A' refers to the INDeX Telephone System directly connected to the PSTN.
Switch 'B' refers to any INDeX Telephone System indirectly (i.e. via Switch 'A')

connected to PSTN via Tie Line.

PSTN Trunks and Switch ‘A’ statistics are relevant where Access Manager/Delta
Server are connected to Switch 'A'.

Switch 'B' and Agents statistics are relevant where Access Manager/Delta Server
are connected to Switch 'B".

(gps) - signifies that the relevant agent statistics only affects agent groups.

Incoming Answered Status | Presented | Answered | Avgl/C Lost | Refused | Outgoing | Avg O/G
PSTN Trunks Incoming +1 +1 N/A N/A N/A N/A N/A
Switch 'A’ Tie Line Outgoing N/A N/A N/A N/A N/A +1 Calculated
Switch 'B' Tie Line Incoming +1 +1 Calculated| N/A N/A N/A N/A
Agent Incoming | +1(gps) +1 Calculated| N/A N/A N/A N/A
Incoming Unanswered| Status | Presented | Answered | Avgl/C Lost | Refused | Outgoing | Avg O/G
PSTN Trunks Incoming +1 N/A N/A +1 N/A N/A N/A
Switch ‘A’ Tie Line Outgoing N/A N/A N/A N/A N/A +1 N/A
Switch 'B' Tie Line Busy +1 N/A N/A +1 N/A N/A N/A
Agent Ringing +1(gps) N/A N/A +1 +1 N/A N/A
Outgoing Connected Status | Presented | Answered | Avgl/C Lost | Refused | Outgoing | Avg O/G
Agent Outgoing N/A N/A N/A N/A N/A +1 Calculated
Switch 'B' Tie Line Outgoing N/A N/A N/A N/A N/A +1 N/A
Switch 'A' Tie Line Incoming +1 N/A N/A N/A N/A N/A N/A
PSTN Trunks Outgoing N/A N/A N/A N/A N/A +1 Calculated
Outgoing Failed Status | Presented | Answered | Avgl/C Lost | Refused | Outgoing| Avg O/G
Agent Outgoing N/A N/A N/A N/A N/A +1 Calculated
Switch 'B' Tie Line Outgoing N/A N/A N/A N/A N/A +1 N/A
Switch 'A' Tie Line Incoming +1 N/A N/A N/A N/A N/A N/A
PSTN Trunks Outgoing N/A N/A N/A N/A N/A +1 N/A

N/A — Not Applicable;

+1 — Incremented by 1;

Calculated — Average value re-evaluated
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Wallboard Installation and Maintenance

INDeX Wallboard 22

Introduction

The INDeX Wallboard 22 is a two line by 22-character tri-colour Wallboard. It
connects via a multi-drop circuit to the host PC running the INDeX Wallboard Server
application.

The display wallboard consists of the following assemblies.

Housing

A housing which is manufactured from an aluminum extrusion with anti reflective
polycarbonate screen and removable plastic end caps.

Power Supply

9V DC switch mode power supply assembly incorporating an RJ45 chassis mounted
data connector. The power supply is configurable for use from either 120V AC or
240V AC (NOMINAL VOLTAGES) supplies.

Logic Control Board

Logic control board that receives RS485 serial data from the data RJ45 connector.
Display Board Assembly

Tri-colour display board assembly which consists of three display boards which are
connected one to the other by a fibre optic link. The left-hand display board
receives display data from the logic control board, via a fibre optic link and it outputs
data to the next display board etc.

Each display board consists of decoding and LED row and column circuitry which
drives the LED matrix consisting of 18 5x8 LED blocks.

Installation

Before commencing installation, please check from the packing list that all parts are
included.

Packing List

1 x INDeX Wallboard 22
2 x Wall mount brackets
2 x Spun hanging wires
4 x Cavity rawl plugs

4 x Screws

2 x Eyehole bolts

2 x Masonry rawl plugs
2 x Housing clamps

1 x RJ45 Terminal Box
1 x IEC Power lead

Before commencing installation, please take a couple of minutes ensuring that the
final location of the display will be both safe and practical for the customer. Also
check that the power socket provided is suitable for this type of display.
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Wall Mountin

Once a location has been decided upon, a pencil may be used through the two
holes in the brackets to mark its location onto the wall. Before drilling holes, a
suitable utility detector should be used. Once done, the holes may be drilled and
the brackets mounted using the relevant fixings provided.

Cavity Cavity
Fixing Yall

Fig. 1.
Bracket

Before mounting the display onto the brackets, the network address should be
assigned. The power lead should also be attached prior to mounting.

To mount the display, first hook the bottom of the two brackets into the bottom rear
recess channel of the display. See Fig.2.

Ml

Push the wallboard flat against the wall and push upwards to fully locate the bottom
half into the recess. Now allow the display to fall approximately one inch. The
display should now be safely located onto the two brackets.

To remove a wall mounted display then reverse the above paragraph.

Note
The wallboard position can be adjusted by sliding sideways in either direction.

Ceiling Mounting

Using the mounting kit provided, firstly, drill the 6-mm holes for the eyehole bolts
and secure them into the ceiling. Pass the spun wire chain through the eyeholes
and through the housing clamps and tighten at the required height.

Remove the right hand end cheek of the wallboard by unscrewing the two fixing
SCrews.

Slide the two nipples on the end of the spun wire chain into the middle groove of the
display housing and replace the end cheek. Centre the display on the hanging
wires. Adjustments can be made by sliding the display to achieve the final level.

Warning
Ensure the ceiling can support the weight of the wallboard prior to fixing.
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RS485 Serial Connection

The RJ45, RS485 flying lead is one metre long. It cannot be removed from the
Wallboard; therefore, this must be taken into consideration for the location of the

RJ45 terminal box.

Fit the RJ45 terminal box within one metre of the centre of the Wallboard.

The Wallboard should be connected to the host system by utilising a drop off wiring

configuration (See Figure 3 below).

Building Wiring

RJ 45 Doubler
on last display

CIG a4 MSX AGT N OUT DL
oo 5 e &6 A

E 3
HJ4ah HJd 44 @

Callz are bacting up will all agents J

RJAS| m

Aleaze return ke their dxzks

[]

" =]

Fig. 3
All RJ45 sockets should be wired identically with the terminated RJ45 plug on the

final socket with the supplied RJ45 doubler.

Network Addressing

Each display can be configured to display different messages. This is achieved by
allocating each display its own network address. Within each display, there is a
board containing eight dip switches. "Serial Connection & Dip-Switch Details" on

page 99.

INDeX Contact Centre Modules

Installation & Maintenance

Page 97
38HBK00001SCM - Issue 11 (05/01)



Wallboard Installation and Maintenance INDeX Wallboard 22

Additional Equipment
External Alarm Device for connection to INDeX Wallboard 22 only.

An external alarm device is available to supplement the in-built buzzer. This
interface allows a DC powered device to be attached to a couple of pins provided by
a 6-pin DIN connector, which is mounted on the rear of the display. This 6-pin DIN
port provides the ability to connect the additional device in addition to the internal
buzzer.

Connection Details

The external 6-pin DIN connector is located adjacent to the Mains Power Lead (IEC
Connector). The pins are numbered on the connector from 1-6. Port 1 will replicate
the internal buzzer, and should be used for buzzers. Ports 2 and 3 are not used at

this point.
Socket View
i
Port 4 o :;
. a
Port 2 4 E;
-~ g
Port 3 & g;
Fig. 4
6 Pin Mini-DIN
The overall connection schematic looks like this:
+12{_24 WV
& pin pIy O FER 2
2 Pin 1

Buzzer +ve terminal

Buzzer

Buzzer -we terminal

v

Fig. 5

Compatible external devices

All of the devices below are available from the Farnell Electronics Catalogue, and
have been tested by Ferrograph and are recommended as suitable for connection
to the external interface.

Note
This external interface has been designed for connection of DC Voltage devices ONLY.

Continuous/Pulsed Single Tone Sounders - 12V & 24V DC

Farnell Reference: FEC143-400
FEC143-402
FEC143-403
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Periodic Maintenance and Inspection
Cleaning Display Screen

Time periods between cleaning depend upon local conditions and are at the
discretion of the operator. This routine cleaning can be carried out in the normal
way using a damp and/or dry cloth.

Note: This screen is specially coated to reduce reflections and although this coating is very
durable misuse or incorrect cleaning procedures can damage it.

LED lllumination Test Inspection

The purpose of this test is to ensure no LED fails to illuminate and should be
checked annually.

Remove the left-hand end cheek and carefully slide out the logic control board so
that the dip-switches are accessible. Set switch 8 to ON, inspect the LED display
that will run blocks of Green, Red and Yellow across the display. Look for any LEDs
that fail to illuminate.

Return switch 8 to the OFF position to stop this test.
LED Matrix Scanning Inspection

The purpose of this inspection is to ensure the LED matrix is being scanned
correctly. Remove the left-hand end cheek and carefully slide out the logic control
board so that the dip-switches are accessible.

Set switch 7 to ON, Yellow diagonal stripes will run across the display. Check that
these stripes are straight and that Yellow is the only colour displayed. Having
completed this visual inspection return switch 7 to OFF and ensure that all switch
settings comply with system requirements for baud rate and wallboard network
address number. See Section D for dip-switch details.

Serial Connection & Dip-Switch Details
Wallboard Terminal Box RJ45 Connector Pin Out Details

Pin
2 Signal Ground
3 Sign Rx+ Input
4 Sign Tx+ Output
5 Sign Tx- Output
6 Sign Rx- Input
7 -
Pin out Connections
Wallboard x RJ45 Socket Wallboard x+1 RJ45 Socket
[ ] [ ]
g7 654321 g7 654321

Pins from 2 to 7 should be connected identically from all RJ45 boxes to all others.
Dip-Switch Details
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Network Address

OFF Position Represents 0
ON Position Represents 1

SW4 SW3 SW2 | swi ADDRESS
0 0 0 0 0
0 0 0 1 1
0 0 1 0 2
0 0 1 1 3
0 1 0 0 4
0 1 0 1 5
0 1 1 0 6
0 1 1 1 7
1 0 0 0 8
1 0 0 1 9
1 0 1 0 10
1 0 1 1 11
1 1 0 0 12
1 1 0 1 13
1 1 1 0 14
1 1 1 1 15

Baud Rate
Dip Switch Settings are:

SW5 SW6 DATA BIT/SEC

OFF OFF 19200

ON OFF 9600

OFF ON 2400

ON ON 1200

Ensure the Baud rate is set to 9600.

Test Functions

SW7 SW8 FUNCTION
OFF OFF Normal Running
ON OFF Diagonal Stripe Test
OFF ON Full Screen LED Test
ON ON Information Screen
(Only on power up)

The information screen shows three pages where the following text is displayed.
The dip switches must be set with the display powered down, then switch power on
to achieve information screen.

Yellow Text Software Version
Sign Type

Green Text Network
Number

Red Text Baud
Rate
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RS485 Communication Systems

This standard officially allows 30 wallboards to be connected via a RS485
transmission cable of up to 1200 metres to a PC RS485 port.

The PC TX+ is connected to the wallboard RX+; similarly, the PC TX- is connected
to the wallboard RX-. The recommended technique is to run a cable from the PC to
the nearest wallboard then from this wallboard to the next nearest wallboard etc.

At the last wallboard on the bus it is necessary to connect a 120Q terminating
resistor between the wallboard RX+ and RX- connections using the supplied
terminated RJ45 Plug and the RJ45 doubler.

The cable specification must include a twisted pair with an overall screen and
characteristic impedance of 100 ohms.

Ground Loops

Proper operation of RS485 requires a signal return path. A third wire should
connect all the system signal grounds together and is most often an additional
shield conductor.

Distributed power systems in industrial applications may have differences in the AC
power line grounds of several volts as measured from location to location. Ground
differences that are greater than 5V RMS can destroy the RS485 transceivers.
Loop currents can exist within the shield conductor because of these voltage
potentials, causing data errors. Loop currents can be minimised by installing 100
ohm resistor in series with the cable shield and the RS485 Line Driver ground
connection or by ensuring that the screen of the cable does not make contact with
the wallboard frame earth. Spurs, which lead off from the main RS485 cable to a
wallboard, should be kept to less than one metre long.
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INDeX Wallboard 10

Introduction
The INDeX Wallboard 10 is a single line display consisting of 10 tri-colour
characters. It connects via a multi-drop circuit to the host PC running the INDeX
Wallboard Server application.

The display wallboard consists of the following assemblies.

Housing

A housing which is manufactured from an aluminum extrusion with anti reflective
polycarbonate screen and removable aluminum end caps.

Power Supply

This display has an in-built DC power. This power supply has been set to the
required AC voltage for the country of use.

Logic Control Board

Logic control board that receives RS485 serial data from the data RJ45 connector.

Installation
The display is supplied with 2 wall mounting brackets, ceiling mounting kit, PC
connection plugs and wall fixings.

The INDeX Wallboard 10 displays all come with a 2-metre power cable provided for
mains supply. Ensure the voltage requirement is compatible with the intended
mains supply, and that the supply rating is greater than 5 Amp.

There are two methods of hanging the displays.

Wall Mounting

Fix the 2 wall mounting brackets using the cavity fixings provided. The bracket is
angled to allow a 10 degree downward tilt to the display. Please ensure the
brackets are the correct way up. See Figure 6.

CAVITY

CAYITY FIEING WALL

BRACEET —

Fig. 6
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To mount the display, first hook the bottom of the two wall brackets into the bottom
rear channel recess of the display. See Figure 2

?

@

Q

Fig. 7

Push display flat against the wall and upwards to fully locate the bottom half of the
bracket. Allow display to then drop down onto the top edge of the 2 brackets to
obtain a locked fixing. To remove, reverse the above procedure.

| Note: The display can be adjusted by sliding sideways in both directions.

Ceiling Mounting
From the mounting kit provided, fix the ceiling hanging wires and adjust to the height
required. See Figure 8.

Warning
Ensure the ceiling can support the weight of the wallboard prior to fixing.

=

Drill a hole émm Push the cable throu

in diametrs in the ﬁ the end of the small t%ll:rl:ne,

celling, Insert then through the eye of

brass rawl plug in the bolt in the ceiling,

the hole. Screw Feed the cable back

the long threaded through the small tube

eve bolt nto the and tighten the two

plug. Secure the screws. The cableis

bolt to the celling now secured.  Trim off

with the mt. any excess wire Fig. 8

Slide in the 2 ends of the hanging wires into the top groove of the display housing
through the pre-drilled centre hole. Centre the display on the hanging wires. See
Figure 9.

Fig. 9
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Serial Connection and Configuration

An RJ45 junction box is provided as standard, alternatively if required an RJ45
coupler and 2 way adapter can be used. The serial cable is normally connected to
the logic board for RS485 operation, check label on rear of display for specific
configuration. The serial communications lead from the PC is connected to the
junction box as shown later in this manual. Modifications to the network numbers
and baud rates can be done by following section 2.3 below, but changing the dip-
switch settings as per Figure 5.

Front of display

i

Fig. 10

1. RS232 Connection 2. RS485 Connection 3.Dip-Switches

(==
1 2

Rear of display
Fig. 11

To set the network number requires access to the INDeX Wallboard 10 logic board
as explained above and Fig 5.

To address individual displays in a network, a network number can be set on the
dip-switch on the logic board. Network 0 is a general address and will accept all
data from the host system. The network number is set using switches 1,2,3 and 4.

Dip-switch Number

1 2 3 4 Network
OFF OFF OFF OFF 0
ON OFF OFF OFF 1
OFF ON OFF OFF 2
ON ON OFF OFF 3
OFF OFF ON OFF 4
ON OFF ON OFF 5
OFF ON ON OFF 6
ON ON ON OFF 7
OFF OFF OFF ON 8
ON OFF OFF ON 9

ETC....
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Baud Rate

The Baud Rate can be changed to 1200, 2400, 9600 or 19200 using the dip-switch.

The Baud Rate is set using switches 5 and 6.

5 6 Baud Rate
ON ON 1200
OFF ON 2400
ON OFF 9600
OFF OFF 19200

Ensure the Baud rate is set to 9600.

Test Functions

Test functions are provided to assist installation engineers. These are selected on
the dips-witches. Test functions are selected using switches 7 and 8.

If switch 7 and 8 are OFF at power reset:

7 8
ON ON Freeze Display
OFF ON Alternating ON/OFF Blocks of LED's
ON OFF Stripes
OFF OFF Normal Operation

If switch 7 and 8 are ON at a power reset:

7 8
ON ON Information Screen
OFF ON Stripes
ON OFF Alternating ON/OFF Blocks of LED's
OFF OFF Freeze Display
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System Wiring

The principle for wiring up your display wallboards is that the PC output port is
connected to the input of each wallboard. See Figure 7.

The connection is RS485 and the screen of the cable is connected to the wallboard
signal ground, which is floating.

The wallboard housing frame ground is connected to earth by the power cable
RS485

This standard officially allows 30 wallboards to be connected via a RS485
transmission cable of up to 1200 Metres to a PC RS485 port.

The PC TX+ is connected to the wallboard RX+; similarly, the PC TX- is connected
to the wallboard RX-. The recommended technique is to run a screened cable from
the PC to the nearest wallboard, then from this wallboard to the next nearest
wallboard etc. At the last wallboard on the bus, it is necessary to connect a 120Q2
terminating resistor between the wallboard RX+ and RX- connections within the
RJ45 connection box. See Figure 8.

Pl ORI ECTEC N BOM
FLb4S GO ECT K20 B @

DATACUT | | GR2UND OUT | [ DATACUT DATA M
Fx = GMD
HOST
COMEUTER WALLBCWRD WALLBOWRD

Fig. 12

The installation technique is that data input of each display is electronically
connected to the transmit output of the PC.
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Periodic Maintenance & Inspection

Cleaning Display Screen

Time periods between cleaning depend upon local conditions and are at the
discretion of the operator. This routine cleaning can be carried out in the normal
way using a damp and/or dry cloth.

Note:
This screen is specially coated to reduce reflections and although this coating is very durable
misuse or incorrect cleaning procedures can damage it.

Led lllumination Test Inspection

The purpose of this test is to ensure no LED fails to illuminate and should be
checked annually.

Remove the right hand end cheek and carefully slide out the logic control board so
that the dip-switches are accessible. Set switch 8 to ON, inspect the LED display
that will run blocks of Green, Red and Yellow across the display. Look for any LEDs
that fail to illuminate.

Return switch 8 to the OFF position to stop this test.
Led Matrix Scanning Inspection

The purpose of this inspection is to ensure the LED matrix is being scanned
correctly. Remove the right hand end cheek and carefully slide out the logic control
board so that the dip-switches are accessible.

Set switch 7 to ON, Yellow diagonal stripes will run across the display. Check that
these stripes are straight and that Yellow is the only colour displayed. Having
completed this visual inspection return switch 7 to OFF and ensure that all switch
settings comply with system requirements for baud rate and wallboard network
address number.
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Remote Connection Access

Overview

Remote Access is available for Contact Centre Modules as an application, giving
customers and maintainers the ability to diagnose faults and configure the Contact
Centre Modules, INDeX and Voice applications remotely. There are two Remote
Access Module options, one is an internal remote access modem which comes
preinstalled and preconfigured with both options of CCM Server PC. The other
option is an external modem ready for connection to the INDeX CT Server Cassette.

Avaya utilise Microsoft's RAS (Remote Access Software) to connect to the remote
PC, making a virtual network connection between the headquarters' PC and the
remote site. This allows the Client applications to be run at the headquarters site as
if they were on the LAN. (Response may be slower due to the reduced bandwidth of
the connection). In addition, files may be copied to and from the host PC.

The headquarters' PC may be any Windows 95 or Windows NT 4.0 PC configured
to run RAS with a Remote Access Module connected, or suitable equivalent
modem.
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Remote Connection Access Overview

The following diagram shows the INDeX Contact Centre Manager connected to a
headquarters via remote access where an INDeX Voice Manager is not present.
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Remote Connection Access Overview

The following diagram shows the INDeX CCM connected to a headquarters via
remote access where an INDeX Voice Manager is present:
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Configuring RAS On Server PC

This section details the procedures required to configure RAS when using either
Windows NT Workstation or Windows NT Server 4.0 Operating Systems.

Install the modem on to the INDeX CCM Server PC, according to the
manufacturer’s instructions.

1. From the Windows taskbar, click Start, point to Settings and select Control
Panel.

2. From the Control Panel options open, Network and click the Services tab.

3. Click Add, select Remote Access Service and then click OK.

4. Insert Windows NT CD in the CD-ROM Drive; close the Window NT Setup
screen.

5. Enter the file location as X:\i386 (X is the letter associated with the CD-ROM
Drive), click Continue.

Note
There will usually be only one RAS Capable device.

6. With the device selected, click OK.
7. Select the modem, click Configure.

8. From the Configure Port Usage screen, click to select Dial out and Receive
calls as shown in the following screen:

Configure Port Usage

I
Part: CORS
Device:  %.90 PCI Windaws Modem [LHT]
Cancel |
Paort Uzage
Help
" Dial out only _l

" Receive calls only
(o Dial out and Receive calls

9. Click OK.
10. From the Remote Access Setup screen, click Network.
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11. From the Network Configuration screen, select the following options as
displayed in the Network Configuration screen:

— Dial out Protocols:
NetBEUI and IPX

- Allow remote clients running:
NetBEUI and IPX

- Encryption settings:
Allow any authentication including clear text

Metwork Configuration Ed |

— Diial aut Protacals:
I NetBELl Carcsl |
[~ ICRAP
P 1P Heb |

— Server Settings;
Allow remate clients rinning:

v MetBEL| Configure...
[~ TCRAP EoriaurEs.
v 1P Configure. ..

il

E nciption zettings:
% Allow any authentication including claar test
" Fequire enciypted authentication

i~ Require Microzoft enciypted authentication
™| Bequite data encmption

12. Click Configure associated with NetBEUI; ensure Entire Network is selected.
Click OK.

13. Click Configure associated with IPX, the following screen appears:

RAS Server IPX Configuration

Allow remate 1P clients to access: 0k

Cancel
" Thiz computer only

Help

aail,

i Allocate network numbers automatically

" dllocate network numbers:

Fe

V¥ Aissign zame network. number to all 1P clients

[ Allow remate clients to request [P node number
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14. Uncheck Assign network number to all IPX clients, click OK.
15. From the Network Configuration screen click OK.

16. From the Remote Access Setup screen, click Continue, the following screen
appears:

RIP for HwWLink IPX Configuration |

@ MetBI05 Broadzazt Propagation [broadcast of bpe 20 packetz) iz currently dizabled.

If any Microsoft Windows clients uge Mwlink [P bo connect to this server, pou must
enable this option to allow Mwlink 1P to function comectly.

Enable thiz option only if you understand the routing implications because it might affect
waur network, peformance.

Do pou want to enable MetBI0S Broadzast Propagation?

17. Click No, and from the Setup Message screen click OK, the following screen
appears:

Metwork Ed |

|dentification  Services I F'r-:ut-:ncculsl .ﬁ.daptersl Bir‘u:lingsl

Metwark, Services:

Computer Browser -
MHetBI0S Interface

Remote Access Service

RIP for MawLink 1P

RPC Configuration

SAP Agent
Server o
Workztation ;I
Bemowve EBroperties... | pdate |
Dezcription:
Dhiztributed protocaol required far running the Computer Broveser
ZEMVICE,
Cloze [Fanee|

18. Click Close, and then click Yes to restart the PC.
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Create a RAS User
User Manager enables you to manage security for a computer running Windows NT
Workstation. With User Manager, you can create and manage user accounts,
create and manager groups and manage the workstation's accounts (passwords),
user rights and auditing policies.

1. From the Windows taskbar, click Start, point to Programs and from
Administrative Tools (Common), select User Manager.

2. From the User menu, select New User, the following screen appears:

Mew User |
Uzernarme: || QK I
Full Mame: | Cancel |
Dezcription:; I Help |
Pazaword: I

LConfirm

Pazzword: I

¥ Uszer Must Change Pazsword at Mext Lagon
™ Usger Cannot Change Password

[T Password Mever Expires

[T account Dizabled

e | ©
Groups Profile Dialin

3. Type the appropriate information:
- In Username, type a user name;
- In Full Name, type the user's complete name;
- In Description, type a description of the user or the user account;

- In both Password and Confirm Password, type a password of up to 14
characters;

Note
A user name cannot be identical to any other user or group name of the computer being
administered.

Click to clear User Must Change Password at Next Login.
5. Click to select User Cannot Change Password and Password Never Expires.
6. Click Groups.
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7. From the Group Memberships screen, select Administrator and click Add as
displayed in the following screen:

Group Memberships |
IJzer ok |
Cancel |
Help |
M ember of: Mat member af;

Backup Operators
Guests

Fower Users
Replicator

8. Click OK.
9. From the New User screen, click Dialin, the following screen appears:

Dialin Information Ed |

Ok

|lzer:

Cancel

Help

il

[ iGrant dialin permission to user

— Call Back

& Mo Call Back
i~ Set By Caller

" Preset To:

10. Click to select Grant dialin permission to user and Set By Caller.

11. Click OK.

12. From New User screen, click OK.

13. From the User menu, select Exit to close the User Manager application.

Install Windows NT Service Pack 6a
To ensure that all the files copied to Windows NT are up to the Service Pack 6a
level, install Service Pack 6a again as detailed in “Install Windows NT Server
Service Pack 6a” on page 17.

INDeX Contact Centre Modules Page 115
Installation & Maintenance 38HBKO00001SCM - Issue 11 (05/01)



Remote Connection Access

Configuring RAS On Server PC

Enabling RAS at Startup
. From the Windows taskbar, click Start, point to Settings and select Control

N o R~ w

8.
9.

Panel.

From the Control Panel options open Services, select Remote Access Server,
and click Startup.

Click to select Automatic as the Startup Type and then click OK.
From the Services screen click Close.

Restart the PC.

Once the PC is running, the following screen may appear:

Dial-Up Hetworking E |

] Cannat reach jzprmptgsbzedin.
'3&‘;\ Do you want ko dial & remote netwark?

Yes.dal | Mo donotdil

Click Settings. Click to clear "Disable auto-dial for this logon session".
Click No, do not dial.

Disabling RAS at Startup

From the Windows taskbar, click Start, point to Settings and select Control
Panel.

From the Control Panel options open, Services, select Remote Access
Server, click Startup,

Click to select Disabled and then click OK.
From the Services screen click Close.
Restart the PC.

Note
If it is necessary to have the RAS Service always available, click to select Automatic to
run automatically in the services screen.
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Configuring Dial Up Networking On Client PC (Windows NT Workstation)

Follow the Modem manufacturer's instruction when installing the modem to the
INDeX CCM Client PC with Windows NT Operating System.

Dial-Up Networking is the Client version of Windows NT Remote Access Service
(RAS). Dial-Up Networking lets you connect to your office network from a remote
site; anywhere there is an outlet for your computer and phone jack for your modem.
Dial-Up Networking works by calling the dial-up server and establishing a telephone
connection with the network. Once you have connected, you work with all your
applications as though you were physically in the office, directly connected to the
network or local database.

Before commencing with the installation process, ensure no other applications are
currently running, as the Windows NT requires a reboot of the PC at the end of this
installation.

1. Insert the Windows NT Workstation CD in the CD-ROM drive, close the
Windows NT CD-ROM screen.

2. From the Windows NT desktop, double click My Computer and then double click
Dial-up Networking, the following screen appears:

Dial-Up Networking |

il Dial-Up Metworking connects pou ko remate

‘&‘}."\ networks wzing, for example, your modem or
|SDM adapter. Once connected, your netbwaork,
applications work. az if you were directly
connected to the remote nebwork.

Dial-lp Metworking provides *Windows NT's
PPF and SLIF protocal suppart.

Dial-lp Metwarking iz currently uninstalled.
Prezz 'Inztall' to install and configure.

3. Click Install. Enter the file location as X:\i386 (X is the letter associated with the
CD ROM drive).

4. Click OK to add a RAS device.

Note
There will usually be only one RAS Capable device.

5. With the device selected, click OK, the following screen appears, from which
click to select Dial out and Receive call as shown:

Configure Port Usage |
Part: COk5
Device:  %.30 PCI Windows Modem [LHT]

Cancel |
Fart Uzage
Help
= Dial gut only —l

"~ Receive callz anly
% Dial out and Receive calls

6. Click OK to proceed.
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7. From the Network Configuration screen, select the following options:

— Dial out Protocols:
NetBEUI and IPX

- Allow remote clients running:
NetBEUI and IPX

- Encryption settings:
Allow any authentication including clear text

8. Click Configure associated with NetBEUI; ensure Entire Network is selected.
Click OK.

9. Click Configure associated with IPX, the following screen appears:
10. Uncheck Assign network number to all IPX clients, click OK.

11. From the Network Configuration screen, click OK, Remote Access Setup
screen appears:

12. Click Continue, the following screen appears:

RIP for NWLink IPX Configuration |

MetBI0S Broadzast Propagation [broadcast of tupe 20 packets] iz
currently dizabled.
If ary Microzoft Windows clients uze Mwlink |F= to connect to thiz
gerver, you must enable thiz option o allow Belink 1P o function
cormectiy,
Enable thiz option only if you underztand the routing implications
becauze it might affect wour netwaork performance.

Do you want to enable MetBlI0S Broadzast Propagation?

13. Click No to proceed to the following screen:

Setup Mezsage |
@ Remaote Access Service hag been successfully installed.

Ilze Remote Access Admin or Uzer Manager in the Adminiztrative
Toolz Folder to azzign Remote Access: permizsions o ugers.

14. Click OK, the Dial-Up Networking screen appears, from which Click Restart to
reboot the PC.

Install Windows NT Service Pack 6a
To ensure that all the files copied to Windows NT are up to the Service Pack 6a
level, install Service Pack 6a again as detailed in “Install Windows NT Server
Service Pack 6a” on page 17.
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Adding Phone Number
1. From the Windows NT desktop, double click My Computer and then double click
Dial-up Networking, the following screen appears:

Dial-Up Hetworking E |

@ The phoneboaok is empty,

Prezs OF to add an entry.

2. |Initially the phonebook will be empty, an entry is required, click OK New
Phonebook Entry Wizard appears.

3. Enter the Name of the new phonebook, which is appropriate for the site being
dialled, click Next to proceed to the Server screen:

4. Click to select "Send my plain text password if that's the only way to connect",
as shown in the Server screen, click Next to proceed.

5. Enter the phone number of the dial-up server you are calling, click Next to
proceed to the following screen:

6. Click Finish.

Using Dial-Up Networking
You are now ready to use the Dial-Up Networking.

1. From the Windows NT desktop, double click My Computer and then double click
Dial-up Networking, the following screen appears:

&L, Dial-Up Metworking

Phonebaoaok, entrw ta dial:
I MuyDialllpServer j

Phone number preyiew:

Dhialing from;

I Mew Location j

Locatian... |

D | Close |

2. Ensure the Phone Number is correct, click Dial.

3. To disconnect a Dial-Up Networking connection, right-click the icon on the
Windows NT Taskbar, and then select Disconnect.
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Configuring Dial-Up Networking On Client PC (Windows 98)

Follow the Modem manufacturer's instruction when installing the modem to the
INDeX CCM Client PC with Windows 98 Operating System.

With Dial-Up Networking, you can gain access to shared information on another
computer, even if your computer is not on a network. The computer you are dialing
in to must be set up as a network server for you to use its shared resources.

For example, if you have a computer at home, you can dial in and connect to your
work computer and network through a network server. Both your home computer
and the network server must have modems installed.

Before commencing with the installation process, ensure no other applications are
currently running, as the Windows 98 requires a reboot of the PC at the end of this
installation.

1. Insert the Windows 98 CD in the CD-ROM drive.

From the Windows 98 Automenu, click Add/Remove Software.

With Communications highlighted, click Details.

In the list of Components, tick Dial-Up Networking.

Click OK.

From the Add/Remove Programs Properties screen, click Apply, and then click
OK.

I S

Adding a New Connection
If you have already set up one or more Dial-Up connections, you can double-click
Make New Connection to create a new connection. To dial a connection that you
have already set up, double-click its icon in the Dial-Up Networking window.

After you have connected to another computer, you can see files and folders on that
computer only if they are shared.

If you do not see a Dial-Up Networking folder in My Computer, then it is not
installed. To find out how to install it, see "Configuring Dial-Up Networking On
Client PC (Windows 98)" on page 120.

1. From the Windows 98 desktop, double click My Computer and then double click
Dial-up Networking,

2. Click Next, and follow the instructions to install the new connection.
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Using the Dial-Up Networking
From the Windows 98 desktop, double click My Computer and then double click

1.

Dial-up Networking.

2. Double click the connection that you require, the following screen appears:

=% Connect To

HE|

Sy |
bl My Connection
User namme: ITraining
Password: I

[T Save pazsword

Phone number: I

Dialing from; I Drefault Location

j Dial Properties. .. |

Connect I

Cancel |

3. Ensure User Name and Password and the Phone Number are correct, click

Connect.

If you are asked for a callback number, you may enter the number where you
wish to be called back or click Cancel if you do not require a callback.

To disconnect a Dial-Up Networking connection, Right-click the icon on the
Windows 98 taskbar and then click Disconnect.
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